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Jae c 1:U j — j 0 3 û - iAa *' 1 1 1 mi a jAa Aj ^>alj 1 n»u^ «Ull p—ü l^jl 

Jae3 _^S » rtH v_!ji 1 \a\c- ^ja yj, ^ * ,rf ~^ <®A • AjAoxj 3I jLL^al AAîe Jja 0I3— > i a ^i x i — j 
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Â-UjS JjljieL-aj jUl jl dj pîi fcjjalâ Je pjül j J-Jaâli J e jja iAjlAal-> pd^g-3 aDLxj 
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cAoIL-u^ jjüi— .) âjLa..i Aa-alx pjlS^’l JAjLc-V Jl jSAu Jj_>> £âj jl Jâ Jy AaS 

Âa-aL*. LaojI 3 y jjLIc ^Liâ .1 ioAiLII Ajx'lx ^ja 3 . Jli j A^aL- 63 .î j JLo**ae ijUi*- .i 
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1 jiâj A a u' a li AJjliLo cAjC^C^u CLajdl ^ Aj^x-^a 
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. u.Â j l a^ AjV j J^Lâ 

CULCl ^5^- ci-LJl j^aH JaI^C j£] ^^ixa _>ii J C j$La! 

JjCâU ^awj'dlj f a j a »Ci]l JaI JC. J i(%42) ftxll ^jl JaI jC- jjl jxL Cj-fc O-^j^ 
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AjiSsLa 


jû 4 aIa jA-n ^ >" «.jv 4 0jjvVl Oji*Jl ^3 Ijjj£ Ijaj dil aOvII £■ Üa3 J '>• 

A 3 Vi va 11 4 ja .vil CjVL>a 31 J jl a n>.iV I J l1)L-ua jj! lIijoIj l* 11Ô1 Jl*Jl jloL ^lâx a dAjOu-ajâl 
£a ^JsLuj Jj j-J jfLa £ Jj! J J c I ^.a.M") jll lIsIaOvJI jjjJsuj Ajajj J ^jüSlïiil JjC. j'lu Ia£ 
t^l)Lû2iJl 4euL-o J jjIojII 4£ jv Oj&j v__s j** jjj*-oll jl Cj£j J y* ijv .CLAaOvJI dlj Aj.j.Jn 

CjIv.lv Je ftlb JLv-aII IÔA J Jj ü vi jll 4jijjj--ui! y" il »wl j ni l Lj Jajjjji-i l^a9 ^Iv-ill jlj 


.AjLc. jj Jjjjll 


4-oOvJI jl jj£ j-° AjLj— ull dju-ilo— il! yllîi jl di^jol Aja.IvJI CjL-u-i jaII jl jjê 

Jj JxAa]! jl£ Ijji ‘l^jjoîj j$_yjl jA ( jJ 4 a$-A Jjj—U A. j lx X jxVJ LaA 4 Aj-slv ylA- jAUt A djlô 

4 Jiôll ^c'ojll jA S — &3^o4l J ^OjlÜll Jjj-ull ^c_j jaI' flOvU Je oUel 03 J-J' <eliy-a J 
4e JAVA) JJAJJ 4-oOv jjj*Aj ^2 Ij— ali a J 03 ^jjaII lOA jli 4 £ljjjj] 1 4£jjjail > jj*-mu1I 


lie. JjuaoI Jjj-aj]1 0J ja]I jj ÔJJJ--3 Je. Jijj La jA J 4 ^j-tajL-vvll jA 

. $’u.il j 4-aOvJI ^j03jj çlSjb Aiijv aII I _yxi\ *^>vll jl l^jLi jA jv! 


jSj*j £• jfiJJ IgJA Jllj 4-oOvl! <j— j jaLa ^Oe 4À*^a je ^waj L^v.H oOA J jaxj 03 
^Uja3 l^£^l^"i.,il £_c l^vljjl jo! jj J jj jVill l^jjLla fOe ,Jja ^ jvl j^jLai 4e JAVA 
y JH J) . jjjjllj I^.aOSa ju AaOvJI JoLj J jjJall £jUall yjxâj Jlvjv-o ôOjv y_i!üllvl je 


jl_uel )e ^1 ■ 41 *A_AiULj a ■ o ■ AjjljLû 4je j— Âa jaj j *> l < 4-oOvll ~ * ' a “' j jj jll ^ t W« . .. ' c . *\\ \ 
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<J I g j L^a LLa j jj] jjJ jll Je <J^-*-*J Ajiliajj jLorw jj jlx-a 4e ^-JaJ 0 JiiVl û^A ji 

. lAjjè j jjllj Aillai! j f v> -t . i l j jjjil : Jj-a lgjlj-i Aj— ilij LaJ 1 $ Je- r A:J l 

jLij liijj jA*î j jJ jll jj£j 4 ^^-a-lill ^ciiail J ^liL-ijalall v_jüê aJL*. J Ail J 

ç.l3 ^ l 'O"' À vlfT. ^/n ' j 4 ^ W H « 4 L. i-v ai l 4 . .i j .al ai l f- 1 « .‘‘i^ 1 j£ n - *UM J * 1 g » a a " 0. Ô*i . I 

Jjia jC 4-a-lâJl jA jçt. Ai^ijala ^ 2 C- AÀju v- . Î L )S . rv) Al^l^a JJ Aaiill j_j-wU £-2-1} Laa 4A_a.lil! 

AiLiaJ J jAii.ll «ilh oaJj cAjk-uilLi j tvliU±ül ^ajc- J 4-^jalall v-jjl^Jl Je jAjîll 

ja*iaij il fcÜjLaiill Jj^aill £U jall J*-olie iiJfij Aa-lil! jA jj ^elA A_a.lill ^iLall j g . lr t.a l l 
jllj (La jê j 4je la~i>V l kJaljJiJl tA_uu-a*-tfa!l]l Jsljjtll 4^1 x 11 jaJl 3*1 je Jla) ^IjljiLall ^jS 

•3 JJ ***■ O* jjJ J J* j* U *■ >/* ! Jé — ^ 3 iA -$+ J* cb' J$~u 


jjaJIj j& jjjjll ^jIaI^jI jl -^-j 4 jjj jll A jL- ja*ia A - uiil l Jjljii^- 0 f»Al j^j 0* 

J& ^ jlaJJ 4 Jl JJl o j' ji jlàjl J l$J f jL Jll ^uSSll CiULaC. jjj£ J ^ jj^Jl 


jjj AÜ^txll j^gj J ^L-JJ jl Ig.lLti ja Jilj AjC jjillj Ajjliskjll lAjâ j*-all Aju^\ ja Ae ja^t-o 


. lg«aie juo Aà>l*Jl sillj jl jaI*J J j^ Jffi.uall 4Ü jLaJ jgüll JlÜlljj Jiall j jjjjll 


uiiaail Suil£*i\ 

• •■ I 


J>û û>^3^ *s£l Cj'lA L^jV 1 JJJ3I4J ^ajL ^ ûLall jg.liall jl jJjlll jAaj l-a-« 

JJ ^llao IgJ 4 jjLiill ^QaL lg_Lo A— ali k 4_LaJiJl CjL-l«j j-oll c-l^l jl-utl ^jj^ill 

: Jj LA ^ »XÏI LmlA-iJ ^Jl*_a jli 4^3^ La Je. ç-lijj 4 V. ’i&A ^^La jjia 


? jjLjll wjIaAj! J ». *i 4 jV jl JAÜII ^UaAl' ^-a.All ^jIaII jjiall jjjLj j A4 La 
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Ajp Jl\ in Ji\ 


IAJI>a1I AjC jill aIImSM ^ 11a3 ikA ] £J?$\ lrx^f.\ J^V 

SŸ t _ 5 lc- (_3^^ flaJl 3^ AjjI aJVa jj jj! Arkjj vJa .1 

^jUUkjl jAiâi! fiAtuaü JJ y} A-ul aJ^A 3 Â Jjl A^. 3 J Ja .2 

i?j>jjll \JLjIal^j 1 Aijxll ^lAwi*) JJ>*1 A-Ln.t- <njJ aJV A 3 Â jji A^.^j Ja .3 

^LiIaL^jI AJC.Lo[i>Vl JJ 3*11 Ajj'u^irk) *UVa jj jfil A 2 k 3 J Ja .4 
CaIaUjI ^aUI jg ^ J1 ôAA*1a1I JJ 3 J] A-Û\.«tO aJVa 3 Â jj! Ai.^J Ja .5 
Va^I JC.3AJAI! j Aust-t .ail /.g ..Vil >^-vl Ixjj ^jjljjJl CjUUjI >. fll^V) .6 


uaoB ljLlus jâ teluo 


:aJ 1>JI A j .a 6 J\\ ilAjjJa jàl\ A£.Lu-aj Li^a JaV jL-ull ^Jc. cllj 

^ jalxil 3 ^J) JJ 3 *i AjjI—asJ AJV A 3 Â jjl A^ 3 J :^1 jVl 4oJa jÀJl . 1 

tALslAUkj! jjAiâll ^Uuaj JJ 3 J A^L-a^l aT ^ 1 J 3 À Jjl A 2 k 3 J ! A-uÜI 4j*^ jÂll .2 

^IjIaL^j! Aijill JJ 3*1 a-uL^tJ aJVa 3 Â Jji a^ 3 j :4j 21Ü1 AoJa jil) .3 

•û^jll CjUl^jI A_i& lûl^Vl JJ >*H AjjL-o^I aJVa 3 Â Jjl A^ 3 J :4*J >11 4oJa jîl\ .4 

^IjIaI^jI ^ ^aUII jgl^ali JJ 3 C. AA*J A_uL^J aJVa 3 A jjl A^. 3 J <Luâ jÂJl .5 

iûJKJ 1 ' 

A;.^\ .Jl ^ Uuj ^jj\j Jll CjIaUjI > flfrvi :<LwjALmJ) 4_jJa >Âll .6 


.aa 2I> 3 ^a 1I 3 
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laS LiaJI ^1 jjjj llûâ llLL - i A£.L-a-Jl v^j L- Ja jill ^ic fri Xi 



fl £■ A-u>.. \?v . l l v1jL-u-j^JI J^JZ- .jj.aVi ^3^-tlîl AjaAI jyx £* AjaAI ^jb 

J— aL& .iaj ^A i^^Ul j g l- i J l £^Ja^a jJaj LvS» . ^j-alâ. .jSJu Ajâ^iill CjL-u-i^JIj 

j»A..t J1 i _ 5 ic iùù j.ia_û l$_iâ Aj'uSll diil j V ^-iJal jJl 4»l)LsAâil ull 

l$ijijjj AuiAâJl Laui^x 3 e - l&Jl ^ AjjaaÎ fi^lL tL-aj).^>% Lij-aC- 

L^ j^-aâ. sJjLû— â_il ."i l . .i ..' j LiaJI IÂA ^aLoj J * . A \ M t 1 ^ \ a 4 îft > \â\ \ I a<. 


^jLo ^iLa jJjJ rjl *iiL v-jl Wïi.nl ^.iUl j^-IaJl AixufcV A3AjiJl £ UaL aIûLJ! l$io 


Aojjx]I L-!^a_d' ^ Aji viil^S Jjîîl j£L* j Lo£ .fie ijSLôj ^jjLjü A_a.lj]l jJâjJ ^ f^L-u .lia. 
• A-_a^3 lil lliajji killil t jjl jaJl *L-alâ. i A-JjJl ojlA Jlo LjJjIjj AMâJ! 








(Jjljjll ÜjIa L kjl 4_o.iiA] jg. ^ -a l l ^a\ 3C. jjl ^j*>Lâ ^ylj lie 3*^33^ >..fi. ' .g ■ ) 

lilial ^jLall jft-kJl 3 AjV 3Î' oIa ^k AiAlâH ^UaS £âl j Je <-fi jxlÜ jîLûJ ^l^Jj ^ AjV 3 

ülAlail J IjjjIj J»l j*JI jîi£l J] J 3— 33!! J jLaJ 4^1113 AiLiaÿlj Je ojjjb £ 31 33 

<— fijl» l ^ .^ n fl Ti J IjjjIj JJ^Sfl J— alixil Aj 3 AiÜI xijL-u-jjJI ^3 J uilll JlcL-u Loj jjjjll 

.U jjè j* jjSI *iiij J. U U. -V J Je jj£jjJl Je lia.V J*J I^.. U - > j Lo 3A3 4 jjbjil 

Coauil ^ jLuikl dl jjxû 

^i-k î J A j^.'A 11 A^ViVl jl Iajj 4 jjljJl J A— ilj^ilj ^ iv ill ^L 15 lie. 3*Ja 3-s jjjx j 

jaJI l jik jlj 4 jjljJI Ifio j 44 a-oLi 3 l J^ ,* 31 x 31 JjJ J xx-a üjl_jjL_âial J AjljLo JS-Iü ytli 

ülg_^jjJI .liljj £-*» L-0 3 . ^1% 4 jjl jaJl JuLj ^3 J^iaiil llfc Jllil^ JJâlufcAj l J jaLuJ '—fi 3—1 

^131 J-lji 3 l £-UaÜI J 'illj J-03 4^.1 lmJI J-lIaÜlj ^_p3 3^iil Ôj3j-i aj ^J^lij j 3 l o j— alx-Jl 

IAaI I ^3 i*‘ ' -V i\ l lijli^l --**11 M fc ^ •v.l « ..|H \ Wall 4 \ ..i l ..'*y l ^ > <U w i \x_i 3 AiLu^Jl I W<>\ ^ ^**' ' < 

.ü'La^kJI j a £- Jl lÂA J jjÜaJI I 1 a *Lû$_«*j L «3 Ajâ^lill A_û^ikll ^ jLall 

Sx'iiW Jj-la. 

JiJill J3J j 3 l J3J laiâ ^^.jlâJl J3J jll ülAlail Je c j*ia 3 l 3 -aJ.i ^ à \ n% j ^3^ j— ajfij 

lü-jl jû jwajij iüLoAiJl A_c«— 3-0 l aq \\^ ^le JJ 3 J ^^LJI j$jà-a3l jl jIjjC.Lj ; jAoljt-H 

j-iliâ ^glc- ^jI^aII jILVI J*-a jÂj ^Jj^ ^ wdjLo^âJl ^_ilL-al -îaâ 3 ^jliiil ^*Uaâ ^\c- 

.^_i 3 Ua 3 l eiLilLo) Aj^3^-û 13 jjLaJI ^JJ-lj ÜjLjV^I ^ 3 l-J J3J iaià ■..ftila.-i AjV 3 
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0 . LLv .i l l v _ 5 i— ojil v>5 i c. liA-tuC-l ta j )n ..ia l l v — fll JIaS/ ^ £• ^ 

AjjjuII ^liljLuJl *y& i ^\c. cIia.j. 11 ÜA jS»JJJ cl^. lArJ i ^A LûS ojAliâll «—S 


. r^l l a AaL-J-ûJI ÜjLû ^L«_ajl ^ o\~’i^ a\ '**^ a\ 1 - tt , n , ^ 1 ' ^ A A_)jj\!lÎl L ** ^ ‘ 4 < l\ l Ji a\\ . A_J^S^lj 
djLaArkJl ^ j-uj l^-i* Aj-aldl iJjL-i jilj ulAjjjillj 

fJ ^Sll ^LiljLull iiüj ^le A-Jjill ajiA ^ a-laix-all A_djVl üjljtnll LoIjj 

A-Jjill v — fll J 1 A 1 4_ûAâJ Aaa-oo Jjl j . n .J A-ojIS ^5 AÜaLJI^ lA-uaJjjil alil ^I. ' i Vu. Ij L^x-ia^vj 

.^±A*x* AjVj jibà JjUj J* AÛJC. ^lc l$*JjjJ fJj 


uaiII CiiijjuA 


^0 Jl Ixx ^ I jl 1 ^-ûaI '-lin.iH 1ÎA jl^jl ^ illb Jj > ..-a l l ^j-a^j l ïifrjJ j 

iVI ^ .J lnall l Aia^ ^j^ajlLdl ^jl-uLaV) A^ulâ £JJJJ *- . L . u ^ tA^JjiJl (jiliâ 

;jjbjil > j\in..iVI 4Âl£ ^ &».>» ,ja jjiiâjAJl Ul LaC ^LJaâ 


A AjL^II CiLujI J^i 


V LjaJj tLie^Ual .. . u >i -fc J-Ja j-oll Caljljj ^lll A_ujxll tllLJji]l jl£j t^iîl ^]1 

jjl 3] ^ jlmill ^ le. Jü v^UlL lie. j-Ja^o dil jljj tiA*Jj.ill j-a lia* <Lia aIs V) 

jl A_i5i jLJl bljjil Jxa vliUbkjV' CjU j-a A n» a A-ijliLa ^ jjSH vJjljljj Ig alnaa 

La£ £ j-JajAll ^ djLJj.lil ^_paxj ■. 
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AjjjJÜI .1 


: jl ji*j 4 ô3j1i]I jn,4^l o aILmij 4 2009 fit J^U ^..ivl; tgu flS A-jI j3 ^ 

aJ jli-o J] Lg£}U» ^ 2L^fc.lil' ._û3A ."^jiSLll AjjLkSJI cIiL^LaaII Ja£l^L-LûJI CjUIajI JjI^j" 

Aiull fiAu di^ül fli fcciilj JA-Ja J* JU$Twla]I CjUIajI JjjSu AjÂjS *-* 

j^IaII jvû AjjI ja cIiIaIajI £_<a l$J ^UJ .xuiîj 3j^kj < _^jJ Aj3 j -v ia. 11 AjjLûJI 

<j-3ÂÂÛa 1I ialjJjVl A i ft- i^i k Jc-lijj j jv ia. 1 1 <ill3 jiô ^jIaUvÎVI ;jJj£j ù' (J -3 ^ J *flt 

^.(Ailalc. fj <£1 jLj fj A3 jxa) Ajjl3jk^]l cllU j£a]1 j^Ij 


A » aI/v i j- Tu- i ^ La aJLjj ^jC- S jloC- j 2009 fit ^jvjjj Igu fli A*Jj3 ^3 
jjjSJI 1^1 vieilli ^J3j 33 . . HI^’u . i a I I l*1 jLj ^jlc. Ia jjÎ j Aia-Lu-Jl v1jLa3vJ 1 :^jlji*J 4 ^jJ3jajj 

A— al^ Au33iill j Aj^LuJI vJjIaAvÜ AaI$J 1 Ajl£_allj ^j-juryil! Al jLv_a 1^_aAI jijjÜ 33 v — fil JLAS r l 


Aiv'uxJl kliLa3iJl JJ mW ^g-lt jll jA j^l ^-Â-iA ^jt !iLja3 3 Lau3V' AjaÎj 

jjj Ajvj ^3 liJA.ia ^31 -aII jg.lv aII j— alit ^ja l33t kll^lill JjIjj 33 j 4 jjI j^Jl ^3 Ai33iill j 


. jj! j^il A gA u^i j AjjjI j^Jl A_i3^iâ]l < . ") 1 .u..i^a11 ^ ^jlljjll ' u - 3 J f -^t 


4 jI-aaL Aj*_o'lvj jju.i-vLa aJLaj 2010 fit 3l j3 j3lül 3lC ^la. lg-J f^ A-J j3 ^ 

LLuvlill fli .Jj-liS aJls. A*J j3 ^ "AjjvLuaII vljLa3âJl Aj3jj ^ ^^ijj— ull £tu JaI' AjaaÎ jljixi 
ja]I j— aliC jjjlj j -la Lu jl ,_$3 a ^uJajj Ig-oA*! Jfixj 33 i — fil 3A^i r 1 ^ja AC ja:v a £_JajJ 




vIa AjLuj) Jji^j' AjLvÜI^ «"A vl uiaII ^v-j -*Uj‘\..ia'l CjIaIvj^ J'j’~^"' .(2009) J. ■-»*!_' JL'j 0) 

.(jjl jvJl 40 JJ 1 II A*-olv 3 

vj 4 j n.rtvLo AiLuij) 3l jL« ^^ic- lAjjlj Ajv\ j..iH \3jIa3vJ1 .(2009) 

4 ^ 3 JA^J A*-alv 
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jji k^AâJ j-ûJ) jA-aUfr AaJ jnxj jaUI jfrâA 11 j| Lu gVj A^ JÛ ^le. 

^.Ia^ AJle. CÛLaLuo Jj 3 kA_J jaII > .1.^ 4 j^jjll frV ^ AjjjjLII J AjLLjjVI AjS^X. 

Ajl-jLuj ^n.4>La aJL-i j JC- S jL& j 20 1 2 fie- AÜ jL* ^ jl— l/j Igu dixli A_miI jA 

<j-aau] AaakLlI l" i A’ 1 A ."^Ü^L-jaII vil 3 L -1 ^ 2 c. IAjjjL J AaâAjâJl j Aua.L»Jl L-iLjA^JI" : jl jIxj kjLa/Jj 

lA^aLaLo A-J jA JjLIjaJ £»ûj Jf A—il J J J AAjL-JI A_uiIja11 £_*j AjjUlall » — 

^ . j p^J A/jaLjJI JuLiAâJl AjC.^j ^_ic* JjLjII L Jaj »AC ^1 IJajl Aa^Lil kliL-âjj 


^juûLlj oIjjjSù Â_^ j_>L*l je. S jLc j 2016 ^le- JjUa V? ^ a-Jja 

ijl^jxll J* jAjj Lj C-iÙlÂ v _ 5 lc . jjjlJaJI jli$Uia.Jl Aie- clijll i AaJjA Ijl^ixj iJLuiaIj 
j g .l à -a l l Jjl .j-Lâ J] duklill v__sAA 4 l_ic.^Ja^>u a jj^Lla jj£I AÎDIc. vUjIL ÀukjjiaVI ûAA 
^ jjljaJl Jll$L.i,JI ^a! cli^ll Jl^L-i JjUu ^ -ojJftJ Aïk <>5 lc. JaLJI La^aII jl“ ^ aLoII 
A^k J A_^jlaj A3 . Aac. jji]l j A^IaajII jjjIxaII J>j Ax j/j-vJ IaIUmiI fX.Ua.Jl A-cA^k Jlu*4 

< 3) .Ji^il 


^-Jc. Jlia Je. o jLc 2016 fie. fl—ia. £ jâ 1 $j duli A-J jA 
SaIx.1 L jAj elàll AjaLJI aIuJI " : j! jâxj > AjaL^u 3V 1 j AjjIaYI ^.^1*A1 Ax^aUI! aL»_o 

( ^JI A'» -v '. Jl l" ift >a • \JI^)*JI >- ô ^ j-^J I ^ le. A ■ î W*\ Aaiaiiaj A*al^A — A A_aAàül ç- 1 -* I l 


j-a— aij l j. jl ^- > U AiL-j) A ^U JI AjLa^âJl Aj 3 jj ^^ii^ull ^ 2^1 ÂjaaÎ .( 2010 ) jjlill liC- j '^3 * 

k ( jl».i/il"> Ax^Ia ijj^u ü 

j<->h-»V) k jn>M>La aJLij) .^"uu/ill vil^Lu, ^_k. LjjjIjj AjÂ^iÀll j Aa.-kLi.JI . " il ^ '.A 1\ .(2012) jLua A^jlaa^l 

.(_^' iJjL-lJj Ax-qLl 4 Jj ^*iü 

.JjjjjU w u>>nÀ.'i »aljjjSA ^-^j_^Iai) ^jjlJ^ll Jl Aie. tlâjll Al ^L ü A^IjJ .( 2016 ) ^Aix — t i> (3 > 

.(^jlJ^JI tjLuJj a»-oL^ 
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Ainll J*l Jâj U <Ajx^xxl\ A-o.ii»i] Aj^LJI Ainll Jyn AÜXxll J-ilstJ 

^ ^ .ftlj-ill ûjlcJj cl^ylll vil ^L» ^ic. i^L^ll j oà^j ^2 a^ja^xûJI *L*»-ilil AjjIaII 

4 niV^I utwi\ j^ll .2 


Jj^ tAjll jl-iVI LjjjjSjâ A»^Iaj oIjjj^J A^jjiali (Cliaug. 2007 ) I4J fli A*al ji 

lyo vll^lill • — flJ^A ^AnL-ull ^Ij-ÜI o^lc-j ^Ic. ^jLûll ■ lajv .A l l A-'Azw jjî 

.$l_ < yUi ojl&l vil 3 L 1 J ^l^ylll A_<u3 ,_-3 ^iLoll Jaa^-ail Âj. 1 ^ ^Jjln l ~- ^ «»>5>"n.il Aj^l^ 

j aj I mî IH ^liik jU-: 2 p»— ^J^aII a 15u& il*jl vlù£ ^1] vli^lill 

jl£ Lois -üi J] J*- 3 L«£ .&l^>Ul ^11 j 11 c£3 jaII’ l’Ajjj^Jl CiUUaJ" 

^ cljJJl ûil&j vii^Lu Jjl£ j cl^ylll ^aJâ klnll Lai£ J-^ t_£-^-all 


<_yjLut£j Aj_aUkJ oljjj£.i A^jjial jC- ojliC. j v(Collett. 2008) l$-J vlxoli A_»J jJ 

Lo Aai^J ^JJ AaikUll vliâAA ■ "AaaJjl 1 jji *ij-W3^ A-o-llil Anj : J jrw. lAjSj^yaVl 

A-i-oLl injLûiâJ! ^j^aj'u-aij ^-Âl' Ijj l.liLa Ij^Lj 4— u-ijy*dl A atv - j jI jU <j*lJ li] 

.A-oJliJI Ain jIxjV A— u-i^oll jLnilj fc AAxuàlilIl A. \a.n l jlvV 1 tA. iu .^ A nOl Jjlcll— a I.jn AÜülaill 
jyàlïill AjjULaI Ijuj v. A-odiJl ^j-suLv-all LUI vlAjjÜ*. Ul Jyx JjSfl aI^LH ^uljj vljjUI 

^ .AjiLall Ainll ^ic LLnC.1 A— uüjaII IaLjjj ^j]1 


4-J IjJ-Ajà j— a-2) &\ j-ill ojlcl ^ U JJ- j c'Ül Aiul' .(2016) (*1— SW £-jà 

.80 “59 v(2)18 »Aj^l—<aJâ v i' j *J Jjy' <ix-i .SjIajIÎ v-j j— xall ^ A.AlJai 

Chiûg-Huug Chang (2007) The effect of Newness of physical surrouadings on theme 
parkvisitors’ purchase behavior (Doctoral Dissertation, Business and Law. Victoria 
University. Australia) 

(3) Patti Lynn Collett (2008) Servicescape and customer satisfaction the rôle of strategy 
(Doctoral Dissertation. The university of Texas at Arlington, United States of America) 
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4^jJai je. ôjUc. ^ j (Perronc. 2009) lg-j j»li 4— jl^p J 
JJ _jsJA Jl JJl -Ixj La j 4_aJÂJl 2 -iI l u 4a3l*-ll 3 J^ 4 4_ii! j2— iV I 

^uaLkil ^-jULcJI j êLLd flÜj ‘ôjjJ v l.^- 1 ^ 2l jl— JJ 4_a.iikil ^ j^û jjjIdj 

(oJjjiJI \jI ji J 4 4— u-ijpJb 4jâ3le 0 j3 J ‘3.^3^ <S^J J jâ J J] 3— 3 JJ J ‘Aj 

4^K]i j2ü jj 

3l^- 3 J5a& 

4jJâj l^io 4 j^j ‘Jj— - a3 4aujl Jl ybrklll f iu.ift\j LLû3 4 ôjjjiall V-àl-iaS/l £• jij 3>^ 

^A' lg-i3 lia JS yliLa-lkll Jjj- 2 ^ 4jiLk JjVl J— aâil J UJjUj .4ajljx« 4— jl jJ ^j.a.J-V'n 3*- a2 J 
3jJi*j Jl 43l— cal t^-UaSJI I JA J lg$ >1 Jj jll ClL^jll j ^-oJLkJI uiL 4Ü*1 a 1I /jj-aL^dH 
^j.LauJaAll J] jlull 3*- a4 ^ J IjâjiaJ Lûiu . yliLaJ^ll ^_yx jl— «aà» L-Uuljj Loj JLj^- 31 ^cjjll 
4 j>/l l I ûJ^J-^J jjjlIaII l JA 4a j3a Jl .jjaj]l 3-^* 4._£jLall j ^Jt ia I I oj\S^ 4.L>«uj jII 

■ 4,cuxucnj jl»J jC. 3— ia3 

4 I 3 — iLil 4jij£ je. 3L-aSj I^jU^Lo j yli’iA LaJîV I ^»^La Je ‘-ijxüll 3iO 3 ^aall ^uo^si LcuS 
Jlîlj^Lû - Âl1%-a Je ^jlaÜ 4 £jjj ^jll jjîihll Ajii£ 43 jaua Je 4 Êlà. J^a La£ 

lLîUL^j! je 4 _^^jüi JuoJiJJ ^jLûJi j^aIi jji ^ls ^jijii 3 *-=^ ^j^jj 4 ijAâ.i . cjIa LuV i 
4jâJifi]l 4ell*-cail 3j^* v fi 1*1 a 4j 3 liaJSj 4v_ijia — j 4jV j jjUâ 3® 4jb^ — JW3' 

• 4jJâill JaV I (3^J^ 4— ilj^J lilljj llû3 ^xi 4 4_fijla — j 4jV j J l^ailjj 


Anthonny Paul Marcellus Perrone (2009). The relationship between servicescapes and 
customer post purchase behaviour (Doctoral Dissertation, Commerce and Marketing, CQ 
Umversity, Australia). 
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Ajjiâj A-iàÜi : JjV' J^aII 


4_«3V^ ^IxJl iAjliC-jj AjLxIx ^Ixû*^ ^Hj\ >V>a11 3j-2 lxo^j ,j_^3^ 

.ÿJI Jjjûâ ^ Jjjil' j' > . mkl l *• j»ü j s V — jLft«Tu-ii ,jLa 2l)La4iJl l^_Laj AjÂC-Vl J 

3^A? ^2Jl j3^l cl$^-=2L-aik J \ ^2 x. ) . i2a ^L-Jl s jC LoLoj 4 3 la .g il)Lo4âJI r>2* ^ji *3âa3La 
JJC 1^2 j ^ ruU AjLûC ^ jL\ 4_xjj ÇjIlaJJ La 12* s2jLj.1xj]I j cllLj^*— aJ' ^yi kc* ja-xa 

J 3>*- a J^ v-. nlL.il j ^Aj^—uJI *** < ^ \ 1 < . ^1» M ^ ' n \ 

^all J laÀà A-icLjil Cji Jjâlftll Je- JlûIju ^211 ^AiiÜ]l £_: j3l JC ». ttfcV) ^1 AÎ^j— uJI jl >^S r ' 
v2jLa4^Jl JL^a 2l=kjl 3*-?^ J-ûVl sûU-aiw j 2lsLa4iJi 4 » n^> ^ijl«2j ^_iC. jj— 2 V 43 

La A^Jl*-a 3— aâ ^ 12* ^ 3_$^2 “312 ^Ic. c 12 . j 4_ui! j3l ^3 4 j12j 3*2— uj jL\ y^alc. 


iv2jLa.làJl 4o— jLmiSM ^jxaL^xail 


!CjLo4âJI £• Ua3 »2 jIj4^J 


. diLa-lxll 2 ^xj 4^jüll 
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q xai-ûaAÜ • JjVl 

jj-û « Adam Smith » j^L-alflV 1 JjI^V j ^LJI f ^ . ^' i 3 ^xj 

iA-ûaall 1 $LUjj (A? ^ 5 -^ < >Ti ’i ^ l l JUc-SM ^Joj f^S’l Sjjj <jIj£ 

iJIa&V' ÿ> £■ jj]l 1^3 il$ \u,ov? jl l$« _)*>•>"; J AÜl£-û ^'J A_alia]' jjC JLoC-Vl J 

^a3C. Jao CjLo-iàll ^j-ajL-aà. JLiajjl C jL Ül-La cÜl3 3 xj clill jfi .A^lÜjl A ]âa 1 »cl)La.làJI 

fclaaüjJj o_^làil! okj» clsjjxj .AjI 2 Aa-J ÿüo JjC- La jjjxÎ ^3C- ^ic clix^ai l^jl jiC. 4A_Uu;^aL*]I 

\ S ix iü j\ ( _ 5 la. 3 jI jla ^LqÜaI j 2 £- ^Ja s l .i -y u^a l j A ^2 c luloT) ~HjI alla dlLa-laJl clijL^a^ 

^ .^JlxJl <jl.lL p'à* a cliLpl— sl&J ^-llo— Jl £-Uaâil JSuÜ cl j 

CjLa-iiJ' AjluJs : JjVI *-iUx4Ü 

^jx_o C’ L f^ü ^ _}Lij A^_Jalj ji£- Ajcnla^ -iàx-a *1)12 cliLa^âJI jj2xj 

j)C- !)LJa2 idAcUaS ô 3C ^1 Jlaj Jj ^jjx-o JaLil £• Uaâ <_Lu2ij V l^il ^Jj AiL-al i^jLa 4j-a jj£l 
c_il_Jaj ^ . CjLa.lkll ^J-lSl Jla-ft aJVI Aa 3 villa— uSI cliâj <_£jJull ysx'.a 1U 1$LiIjjjI ^j-aâ'jj 
^J\ A.^-ffc j çLm Jy *_£ j-o J-» A K.i"i,a v" ilViui Jj>uj jj^J^ L» f ^21 

fk jlaj! Aj^x — a Lo ^A j £ J-*la J j g u* i 'i ^ *2-lLo.iâJl j ^LcÜ ÿi Jj 

. l^MUj i a ^jla^Axll s_L^i£^ <ljl_«^âJl ^ j > < g fl^l ^'-aDU Ajjla-a ^ >Ua.all l^A Jjlïij 2 


Christopher Lovelock, Evert Gummesson (2004) Whither Services Marketing? - In Search of 
a New Paradigm and Fresh Perspectives Journal of Service Research, 7(1), 20-41 

* Jjl—a.u aJL - j) A — uiyj JUüil Alla A— -(2005) ÿ Aluta.^ -1 

.'Il y* .(jjl jall koiilili Axala 

^ G Lynn Shostack (1977) Breaking Free from Product Marketing. Journal of Marketing, April, 

73-80. 
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f :VjS 

ja "*bj.iik" *u2£ j ^1 jja.jll ^>>^11 Jji-iü jilll 

AJ jîL JjV Aji 4 _jj*] 1 jl— J ?>» ■- '-■â- u - rfij ^ * . v2ü_ydl j j£.lall ^Jbj jçà iAlrwl^j ^»ls 

,a^L« J^C. cLülL-jV^J 4jj 1211 A-ûAi»Jl Ajj'lLal ja2ü b» fcA— *àj ^».li-i jl fjLk 

4 _ 5 i*Ü ^Ul « Servitium » 4 -ûj£U1 a-JHI ÂÎLLo ^i« Service » a_û 2 *JI a-û!£ Loi ^ cA-oj*JI 
^ .^ûlikJl s _ 5 ic «Ai^j j l^ji J i4_ûu2»-o l^iLj ^^xill (J^oV' 12 a v j-û-Ja A-o^iJI ^5^-^ .A-pjixl' 


Ijlâj La jj£ 1 t _ s JJ V y^Zi LAjj^I JA iA-oAiii ojjjS *— fiJjlxJ fJ kl^XLu. a\ Loi 

aLSJjj ^J^C- 1$j 1 jlà.1 jC- >L Jaâ ^ .CjLû^JI ^lljl ^Ul jjJ jî ^L-Jl ^llil Ia jjJ ^jjLu] 
*. > .a.*Aj 'oui ^ iAj^Lo jjC ulil^.jik-ûj Jj>Iâ..1o C Ua-alic jSjjj s ^' A-ln^Al ^jû A*-Jj 
‘ — SU^atUi Aj^Ij -Ijk jJ 4 J.’i.^all 12 a .^La^/b Jjjiu -1 ^ yx 4_jyj*j ^Jl J j]l 


jjJ A_«A=J1 ial2ü Ajuuia ^_fiJ jxj ^Ic. j£jj ^211 u>> jlll jAj JjSM *J^..1 a11 J2au :A_o^âJl 


jC, 'lA jjaj ^2il *LoJlL 11 j^ajl.A^ ^j^kj < _ s ic- ^1211 k J^.AAll j£ jj Laj2 î l^ajL-a^ ^_fl jxlll 


^KkiA±±l\ AiajljSU A-ojli jjl A«ijlilu ^_kjj*2ll 2J12J1 j^-ldl JIûj Laiu S^L-Jl 


. 1 87^>o : _>~a- 4 jJü JjJ . •( I 980) <iÂl' 

..—àjlauall I ju-ax .ojAÜll . ( j J)M-k *>11 4 j ^5^ ^1 AiC.) '-r 1 J ,t ll jl-*-^ *( , *^ J -Ajjjiâio jjl ^“1 

.11 15 jo 

^Eric Vogler (2004). Management Stratégique des Services Paris, France : Dunod P 8 
.a j^a]' jb :JJ jVl * jbiC .vJjLi^âJl .( 2010 ) jLuc. Ajj^ j { 1>.)1 > J J^L ^_6 H) 

. 22 a- 

(5) Christopher Lovelock et al. (2004) Marketing des Services (5 e éd ). Paris, France: Pearson P9. 
AjaL-ÜÎ^I f ^1*11 . Jjl jaJl 11 J! 'JiC. AjânWi k*J j2 ôJ y*. jUj'Î ^LiS .(2010) Al\ 2iC. ji 

- 1 08 -89 tlO .1 A » -cL > l J jj. u ^l l ^jlcj 
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ji £âlia t Aiaxl:' 1 * * :l^jL *Lo.lâJl I960 fie- Aj£j_^Vl Aü»- a rJ l wliijc fcvillj 

1] fc^^-u-b^j Jâ^lû v— ÛJ^>XJ lia 0) ."^LJ £_a l^JaljjjV ^j^ajsu jl ^nil jbj*j 

t 3W* 4 ^ .^1*-Jl £-a l^l^ljj ^gJ] Axiioll jl -L12 u 1 Lj -La.lâJl A^juia ^_Ja jj 

. IjAa-o t'i j>$ >.a jl pli .ial2u" :l^L(Ratlmiell. 1966) 

J£-V iaI^L ^Lo.iâü ^u^-> J&\ '-Àijxi (Grôiiroos. 1984) pSs k£— >ji v j , *^ u ' ^ 
pbjl i I Aj 1 û*J ^j-û Liilc- >LiJj v-i l y aT; ^lll cLsLkllû]l ^A JjLalâJl 

ja&II La ôûlc. i^jVI 3 ^j'a]l~ ^ JjJIaII Jc.lij 

^jjU ^ a>j 1] 1.1a. £*el j 11 a JjI ... Ig ajit'ii ? l^Jâ^LJ Ala.VaVl j Jjlj^JI 

1-ûlâJl 0 uall > ^a . â JJ LilaJa ja2u^ ^11a£ 4-o.làJl A at xiln J jIjjj vlija t^jÜillj JjVl ^lâ-loil 
Ai- j^aLJI Ai-aiik ^jC. ^L-bâ $ J Aûl ^lüVI 

.AjII .iaj ’tolaS IglLa^â-o ^ulj A-L-ij^U A-oiiâjj Alàa^Loj 

^111 ^jL-ajâVI JaLîûll ^A A* 1 *JI" : — j p^hyu (Lovclock et al. 2008) l^ia. 

H) "u-S^ Un -all yJ^V ^5^*1 La A b . a .1 ^ i^jjb^iî ^ilLo fÜjj A-ûjsJI ^lâj 

c-Ljxj tilll L 3âll . Aiblnll CiXAiurtj A-alâJl iaLlj ApL-alSI £* b J*1 ^A j 

j— aix£ ji l^jll -la ^ La] J-A^A^a ApLa j;iC. Axiio £■&]" ll^JL (2009 . jaIIi) 


(1) Eric Vogler Opcit.PlO. 

^ John M Rathmell (1966) What Is Meant by Services? Journal of Marketing, SO(October), 
32-36. 

^ Christian Gronroos (1984) A Service Quality Model andlts Marketing Implication. European 
Journal of Marketing, 18(4), 36-44 

(4) C Lovelock et al (2008). Marketing des Services (6 f éd.). Pans, France Pearson PI 2. 
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Jjl Jsl^vÜ *0 "<i u - Q 4-a.Li. JjIjSJI JISjil ^ya 3^-1 J2)Li. ^fJûj i^u_^ûio ^J>Lo ÿllo 
Igijc Jj^v. . Jjlilil 0 e - Ifc li-iL A_o2iJJ aJL^-uJI 4jL\ 1]1 jLi-Jaj 

lui*»! jjfLi ^ill j £uU ^pajxj £-L2 i) 4Axjl 1« kiaLij" :1 $jLj (Kotler, Armestrong. 2012) J£ 

ï l^A £ j4ii ^ . "Aj^U ^1 4_ic £ujj Vj jjC 

- _J \ 1 i"i I \ < 4 i^H I J Q*i *' l •l .'iC. ÿ 4 i , .i ^ûIaII ^ Jju 1 ^ - ->->*<1 . ^-» -> VW j| 4 ^ 1 1 4 » ■ s i-> , v * i i 


t4* ii ,a ^aJ^J < _ ÿ Ac. fjli ^ûl«ajal JaL2u jiaj ^jl *rTï\..i) t{5f“* ^ UjI J^o 

^ ^ . .i 1 | J ^ ^ixafà 1 g Vfl «\ ^ l_û y C 1 ^ i ^ yt, i j 4l ,^l _iO ^ 'f- 4 i l ^ ji ^ ■ i» » l * » i ^ 4 J ~w ^1 

.o jL^Jl Jli JjLu ^J^la 3A J jsÂ c_8^Ia ^1 4 4*L- £u> lalij* ji 


uU^Jl Ajujh :LuIj 

^ In > à^»*il l < > »Q»"il l l*\* ^ i < ^\.,i\ l ^ 1 ^ i-J . y l^iai 0 ’-Q» ^ 4 - 'il-» l*~ i l J l" i l 1 1 ^ i*i»*i 

. ( ^lj Lofà ^ 4 ^«jia <jj**-* ^1— J) 

LjLaAÜlj ^ 1 m* I I JihlUll .1 


> — flllUj ^rVu>ll 4 u ft j g .1 <j*iUL« ^lialâ j t-liLûAâJl j ^l— J! jJ^Iûj (Shostack. 1977) sJLuiâlj 

4 >^ilLâJl £_LJ 3 4_«) ^aIû Ia^)— talic. CjL^Jllâ ^v-û *— ^-»-<aàî S^jjâ^la 

:^Jl^*Jl J£jjl 4.~k.^ajj LaS _^V1 V_i^lajl sljUiAâJl AjajA ^ ^jJuiLaJl i—ijafij 


<C- jfAyA : j— eu» iS^AliÜl 4 sjj_^î j ^jjAl-i ^ J -Lus .^2009) jLjjl ^9 

.(2007 4jtaia J^a ^-2-aS’' 4 -% .. \1 1) -35^K> .4 oj__>*JI Jùll 

^ Philip Kotler, Gary Armestrong (2012) Principles of Marketing (14* ed.). New Jersey, 

United States of America: Pearson. P224 

.21 ^ »^l— J~a .s fl . ..JJ jLaic. AjjJ j fc^y&. ' . t a. ^il l >— iLi. JjAUa 
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^jjj ‘Lu-jaLüI jj-jLLj :(1 -1 )fâ j J£*i 



Adapted, from: “Breaking Free from Product Marketing”, by G L. Shostack, 1977, Journal of 

Marketing, April, P. 77 


^1-JI «Z n-fc Lu— û A_u£ joli dljlüa ^j-a V ^ >Aa\\ 2)^ ^ .Iâa.2lj 


I^xjUxj Ai j— ail LliLoAâJl Ifr il c. Cjlaula ^Liall 0 * ^aS l ^ AaJ i^liLo^âJI jl A— ij^IaÎI 


i^i^aLaJl l^JLjUaj ^LJI I frJ c. i^jLauia <-JJ jiall ^ - wa . V l bu2 c^^ûLall JUC 

.^L*Jayi A-a±kS Jj'uû^âJl J £l*j An-k ^a l n.a) AuAjoll A- b ux- a ilil a . l i a ^yaULail ia — ijjj 1 a \n 

aJjîlil Aj^xx-aj Aj >.i A_u-aLâ ^^laLail I .^J (Zeitliailll. 1981) uuâUjal c^Lu-Jl lii ^3 

^alail jjlS 4~ ( xl— Jl A_uilc. ^A^~jj£I A_u-i^J-oil AÀju a V . U a iA Loi S Aj'l klijjÜC-l Aj— ûl\j 

uliajil ^j-ajL-aâ. ^IfiJjl AâLjal .CjLaAâJl A. u iliti Ai — n ili ~ -i.k^ 3 ^j A» i l j j 

^j^lil Jla tlj-ÜI kjfâ lAJAau Jjl 0.5^3^ ^j-ajL-aâJI ^Aj i ^ . nVi il Aif— i klîlaulail 


^**d l ^yajb^aîkJl q 4 jll l * il ^V>f1 l AjjaSÜ i _j^aj'u^xiw » 1 uni tr*cJI -v -. -. \ l j 

fJiüil Aux— a >JL)laAâJl Auiilc. ^ Al ^ijjj Laiâ 4 JSV I Jxa l clul j 1 1 -xj ^ai3 Ia juuu 


Jxa jVI J ftl^-ÜI V] >■$ -a xiâTi ^jîLaJ V j Ajalji—a-ail i _ < y-aj'u-aâ. jâ.Vi v— ijiail ^ 

^ * .0 jU— j ^3L-a) 


^ Valérie A Zeithaml (1981) How Consumer Evaluation Processes Differ between Goods and 
Services. In: J.H Donnelly & WR. George (Eds). Marketing of services (PP. 186-190). 
Chicago, United States of America American Marketing Association 
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I ^ n *|C ' i "* M y t 1 «I l Jjaj (Kotler et al. 2012) JJa i £• yJa^ol\ -lllj ^3 

g _$! jjjL-all Jlo CjLa-iâ. J\ Igiiljj V ^^^l a_-j jaIaII ^L-JI : ^a j «.laLau^^ali 

fc«-J J»..il %ll£ Aj-aL-iÎ A*. Lu A-u-ijaH ^.lâJ vLaa. AÜI^a c1)Ia3^j A—jja1a 1I ^L-Jl i jli-iS’l 

» ** r<» \ l J<i 1 <-> J 1 J •; j J L" « \ . ,'H l** s i l ^ 1 «1^ La y*\Ç- j . 4 ‘ m \ ^ I l 4 0 y 1 « CjLaAâj 4 L i y ~*\ ^ 

( *-LJl Aj jLaIa j*a-*ai, ;j}>$.ll £ jHaII AiL-bl i jj£l Lo^-4 IjjJ CjLo-làJl 

^£^11 JiiJl Jia CjLo.lâ j ^Lu l*Sal jj Ai-uj j A-a-lâ çXj-iâJ LjaJ S ^Is a U Lo£ tdjLo^Jl^ 

Ij4â.»j ftlÂxllS a1a£a]I ^LaII ^j . o 3 j. 1*J1 A*_û J t*Jiill jA 4-o.liJl j*-aic Aaâ jj£j ^$211 

û3C«Laa jl ^-c l a - All tillj JLa J 2aS3 -aLû-là. A— uajaI! lg-l3 jaj» J .^ill A-«alliJI *JllLc.l^JI 


wjLâ^JI 1 Ajj*éOJ .2 


jl£ j to.li.laJI yllLcJlâJI £- 1 jùl .lil J£l 4al !> 1 .J ^j-û jll J-iC- dlLa.1^1] o3j. 1C djlâjj — oj aJj$2â 

t A^ J^a L$i a3-l*JLo]l s-ÂjjLtill Ajj*— al la. ;JaV '-443 <liLa.lâJI jjj-qJ <jjLJ ^A dllJ 

a 3 j*j ^ A^a. jjjLjll »JjLaLaJ j J-b3l ^ Jjjj— ail o jl j] SùC.U-uJ j 

^ jJJ^ll £ Jjjll ji Ja JjLajl i(Lovelock. 1983) JLacJ J] u.fliU^ajll ^3 JiiaLJI cllV jla-o 

' — slI— < a) ^Jl IgAUaS’ij jalâ wîllÂl j ( l^aL— Lui ji ^3 j ^ ..a ll A— jjIa4 Ajjx— ail 3* >J ^2jl-oAâJI 

A * » wftâ Jja. JJÛJ jjj'-xaII ^ja AC- j » a > a ! '-xjj lillj j jjla-ûll Aoj'_a Jali jL-oa ^jA-Ja Lu*-â A—iLaoA 

AjjISLa] Jla La VI^-IjIj J 3 AAAâJI A— u-j^A AÜilxll ji La ?AA3iJl JaL2a Axjjia La : ^A ^ aILaI 


^Philip Kotler et al (2012). Marketing Management (14* ed). Pans, France: Pearson P405. 

^ Fernando Jorge Fonseca, Carlos Sousa Pinto (2014) From the Classical Concept of Services 
to Services Systems Procedia Technology, 16, 518-524 
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fÀuLi fJJ ^ Âft ?A^A*il > lUil l j Ajfcj^ia ^ La ?*LaAL]l fiL» A^a. 3a j 3-aa*-A*kJ 

ifl £• i^ll-iVl AjU ^^ic. Ajla.yi ^3 ^30 *^! 4jÎa 2>UI diYjl^-dl ^iô*-o J jL^j ^ .VA-aAiJl 

^ :aj]I^a 1I .LU&jJl jjjLlaII oi$J (Kotier et al. 2012) jS»â L>^u 


jJj— wül Jla vAjIa*_ûJI ^Ic. J>£jjj ^ill dsLaAâJl -1^ jj iaLwû A« ull u_ 


^■Au 'a j J t^jj Aoiiil C- mlai l Jio i _ua[^^\ Ao! 1 *j ^2]l ^jLaAâJl Ax c£ L <& t Cjl jL— il 

î 3- ^ . ^irv . ril l J ocUSJl A^.j-i L&jjAj jl^àVl Aaixj ^Üil eljLoAiJI 

CjLoAik ^A 3 J 3-Aa^ ^liLaAkll 3^*-' cbt ; _ iDVL r^j^jJÎU JLûjVI 4_a. jJ uxwaA .UJ 

^llLaAi i _^A j oA^>. j Jjil vJjLa^i. >. - lllaJJ V bûjJ Jla Jlc. JL-ajl ulilj 

ï vJLll jLi— Jl ^aL-saj Jj-* £■* 3-aÂiJ-ail JL-ojVI 

i Ji-iiJl J ^^Jl Jiill Jla Al^alall CjLoAL]I w-fivLi. :4-aiâJl fAAa S jl^-a ua— A .JT 

SIajjCj AiLLsJl lAjj^jlill «Ail jL 2 u— iV l£ -g \g .ail vAjLc^ L-aJ lilliA 

Aij^a A u*t%2i <llL>.l^ ^b2iV fASJ ^1 Aj£^1oiV' ^IjLoAiJI A*.jj g jj t—U-O» .J 

jLa cIsLmu-jjjaII ^lil>.L^ ^'oaiy ^»A8 j ^iJl CLiLaA^JI A^jj Laüa cAj^LwII JijLûAiJl Jlo 
3^1 Ia^j.K] \ g Aj-Vâ") { aJJ CjLaAik ÂlliA 3I La£ fcA n.,il->.a]l CjLoAîJI j AjjbVI CjI jL2lL-jV I 

i>. fljkïill CjLcA^ Jlc Ajjbia AjIjj— u wüIL-jIj 
jl V fl Aj^jj dijl£ cl 3 — j iAj'uiAiJl A— u-j^o v iâ\ _ 1 A I -wt-ü : A^AâJl flJLa .0 


So jj'-ala Ajûj^-ü vliL^kJjl jl-jl l^la <-_JA.ji.-iJ ^-1 ji\ AxjjÎ AjA^jj . A^- 3 'liw Axa^aC- 


Christopher H. Lovelock (1983). Classifying Services to Gain Strategie Marketing Insights. 
Journal of Marketing, 47(summer), 9-20. 

^ Philip Kotier et al Op.cit, p405. 
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1 ** ^ ■■ aI I aAa^ ^ ^ j il . *« 1 1 4c> ^ rt «« <\ i ^ I . .> \ \ i ** i l f\ i l jxau 

13a Jjlüj . ( *_L-J1 AjuIaII ^Üj jjC- 1$Sjj— uj 4_uaLk J^Ia 

. I^Üx I Ixa! t jjia J A^jliil slllYlfLiuJI t _ ÿax j £_a JliLoJiJj 


QrtM./i-v :V ji 


^ a^-alL-ui JI jj Y J idjLa-lâJl A.»..u]aj JJ£- ^2 Jj jo^LlI <. âVi-^l 


^uaj\ «/>\ ^j-o Ajiiajj La j CjLa-lâJI Aipi_a *— iU*-aV l*JJ iill 3 j 4 J—aiiJl jl AiLjaY Ij Igjj ^isûll 

f lt« Parker » jjjxj ^Ja^all 11 a ^ ^ ^ .Al-alaJl j)\ g >"ill Cjlj^iaji ÂjS» I lj£j o.H^a 
jljjl ■“* tJûâJlj *U— i^^La]' fùc- : LaA j ^llLoJÀiî JaA3 ^a J j! 1 960 

+ A 

A JS 3 i^^laJiil f,ÙC- fcftllâil i 4 _i— i^aiall fJlC- '. ^A j ^ojI..-v% £Jjl (Regail. 1963) 
^ : ^aj A^iiJ} Aa^alik 13 (Ratlimell. 1966) -lie. US ^ 


4 La jaL j c Al^axil 4 »_jIxjYLj A-a -1^-11 : ^jC j n»~iH 

__ÎLuJa]l i jâL. uJl i*_Jüailj <j^jjll j Jj Jfc Sl l 

4 ^ ^ w 1 1 1 L>q1 I ^3 A_xâJ J --'"I l 4 ^ L» <Ÿ | ^ j^Vi . ^ jj\jj — 

^IaJj^. jSLaJ Y ^llÜlljj l$-a.Ujl AiâsJ CjLa-liJl sMlgW) - 

KjAjUllI j AajjJI jSI jd\j ilil.ü»..a->]l Jla «JllLa.liJl ^paxj Ajjj^JI Aj^I— ajiY‘1 *U_iJajl 

$La jlC- j Ajjjjlill iA_uuLcîll tA- j .i U l CjLa-likJl Jla 4 ±a>x j jl A i . \g -a vJjLa^iJI ^waxj 


Fernando Jorge Fonseca, Carlos Sousa Pinto. Op.cit. 

^ Christopher Lovelock, Evert Gummesson Op.cit 

^ William J Regan (1963). The Service Révolution. Journal of Marketing, July, 57-62. 
^JohnM Ratlimell. Op.cit. 
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‘4-oAâJl ‘LlûC. \jtxa2u AoilS-a] J-a 4_oAâJl CA+jà** ^Ac. 

j 4*Gi]l ^jA j l j-« cliloAâil .^^la. ^-»-o_5 JLiLujjIao v_£Uâ.l 

4 ^ itt 4 -> < 1 4 j j l** \1 a y .-^ \\ 4 . .t ^ 'Cl 4 » < i l->l l - 

ilAjj&j 4JUajJI cllULfrl fc^jxotlll 4^1a1I JÎLo tJjLaAâ *_]£-! Ââ.ta ^iLja-all Lll j^Jl f iiâa a 
i^ü] ^Ljl i^jxabll Jj£ j Jla £jbilj ^J4J Ja£^lU 1 $»<jALi 

*4_ûAâH ^b^L-1 Aa.^Ü Lo l jAU jj djLaAâJl ^ Uni] oAjAa-a 4_ij£^tj 
ui ^ilfLo çl-iVli ^jx} j. u > u ]l ^ 4 j .a .'.à 11 CjL-l— j^all J-iaj 

ÏA^AdJl 

• l^jjLp. fJJ Vj êIaSM J>-ï vJjLsAâJl *ULa ïuxa'lll AaL— J 

Â-aAâJl ^uajL^ai. ^as ^ J jl 1978 ^ « Sasser, Oison & Wyckoff »j4*d Jja. ^ 

Vaj 4jj^sJI relia— a-a ^ $il-a * 2xJ £»û iAjJlaJl AjujJ\ ^j-ajl— aâJb l^-a jA ft » CjLiLûC AjAaj J^lâ. ^yo 
4ju jÿ\ .j-ajl— aâli JllLoAâJl g UjTuJ (jlijl *illiA fie. JÎLIlj ^ ■" Jl — afljV l ^AC 

;aJ| ^ûJ| j— alixll ^ ‘ « IHIP » — J 1 jL—aiâ»! 1 $ le- i jliaj 

Intangibility- ‘UwjAiAJI aA£ «Luali .1 

^JJU J i^^kVl Cjl£)&âVl »J£ jJ^lai J eliLaAâJl J ^1— Il ^jxi ^_fi2üà V l 

jJjâ lg_<ui jl tlgj»_û— ) ilg— jl—i^l il^ÜjjjJ ù^d V ^ ^ 4^aLû Aja»j l$J ^j-ul '■libi^ll ^jl 


^ Christopher Lovelock, Evert Gummesson. Op.cit. 

^ Poissell Wolak et al (1998). An Investigation into Four Characteristics of Services. Journal of 
Empincal Généralisations in Marketing Sciences, 3, 22-43 
^ J. Lendrevie et al (2009) Mercator (9 ed). Pans, France: Dunod P975 
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V Aùl tlg jlc. ^tv!' j lAjj2Îj 1 $j ^*_2ü Jjl ‘t^lLiusl C-ljji . lfr»_ u 

.A u x* LLxjI .i^L ,_£Ôi) j t^jLoll ^udj Jj ftliil ojjilxo AJjjLj I fr u^aL 


Heterogeneity-Q*jUaJI ^ *U^li .2 


CjLa-liJl Jjl Lu j k^T)l^!LuV^ J Aj.Laa-1 ( jL-û'^M Jal ujV AIL A_u-al_kJl oAA ^jjxj 

ivluâjoil jl J^jLLûJI y - .wa v. à I~i •%.)>.) A«a.liJl .^^Üj jlâ tjl jâS r ^ ^ jâS r l A_LuJ^j ( »^Üj 

Jaujj Ajj-salàJl oÔA (j'î ^1 ^ .y-ÂiSij <jJj ^Lo j 1 g Aj.VÿVi >. i».i% y fllÔVi A-aJliJI ^jl 

y., 1 .* ^ Ai.lj A_o-lik fSLa jUa] ^3 yiilôS y. filTirvl l*£ . l fr*. fft . ) y_l^LJj ^jLajiij ^I^aIL 

Jy» AjLÜjj V — ikilli ^j-oj luxillj A u.riill A1LJI ^ s 5^^' 


A*.lâJI \)SÏ) ij\ y AxAiull A jLc. KiaÏï Ajil^-a] ^C.^11 ^ic. j k^lc. v J£Ju . AoC- j^ill j AuijSül 


( 4 ) 


•>•' J] ?3Î k>J >•' J 1 ^ y>J >•' <J) J#j C> 


Ins ep ar ability- AuJL-aiîV \ ^ Aj*alÂ .3 


LjLi^LII plis* ^2 V J— iL-u]l 1ÂA ,j-i£c. £• Lu u - ^ a H ^2 ^L-Jl ^IjjJ fl} 


yiTM^U— iV I j £UiVl ÛJ^ L» ûjj!i£ J y-aaj ojlc l^llil fil fJ iV jl ^Lj ^) 


^ic. \-oSk ^ .JjLjll .1^1 jj jjJ ,j* lli-i tcIjj V AioAiJl A— Jji La* ^jxo j^Xxa 

kAjl j\ LL-ûl Jjl£ ç.\ yji A_a-lïkJ fj-liu f 3 L j* *— i^Là.1 ^ic. l^-aJiLo V Ajl 


Philip Kotler, Gary Armstrong. Op.cit, P236. 

^ Youssef Rachidi (2009) Étude De Satisfaction Des Touristes En Contexte De PlvfE Hôtelière 
(Mémoire de Maîtrise. Administration des Affaires, Université du Québec à Trois -E.ivi ères, 
Canada). P56 

Mark Gabbott, Gillian Hogg (1994). Consumer Rehaviour and Services A Review Journal of 
Marketing Management, 10, 311-324 

.45^>a . --AluJ' jL :jz jSfl ijLc .AjliulaJJ -(2006) xL uùl Jjdâ. ^ J ^ 

Leonard L. Berry et al (1985). Quality Counts in Services, Too. Business Horizons. 44-52. 
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^ le - l$-ia fAs[uÿ\ cliLaA^ll sj^**-ï ^ lAC-La 1 $JL£L-iIj ^ya\ A n a ïl lj *U-iij c^g-LJl j 

^ . v jxaUil t^jLa Aih j ^J-olrhJl eLiLaAi. Jxa Jj _^laJl lal\ 


Perishability- p Lüfl ‘UualÂ .4 

,j^ûj V <liâ_^ib AA^»o ^ . lâ:vl jlajlj fttal I3 4 & I SaLc jl y. " w .i jl ^llLoA^Jl <jl jliicL 

fAC ^»l£. ij£2ü ^JAjj La J Ljî ^ j 4_aAiJl ^Ujl sliUlxC- ^jlâ t4ij_^j 

j^SHâ t 4 à\L>a 4 > . .-J, o^A - Ic^ y 1 ^ « 1 *w**i . .i l jl 1 ^ » ï ' ôjltl i Ajjl^al 

jl A l a l à aa\ \ ^aljSVl tAjjauaill j Ajxa ^H Aiaj^S'^ AjjA^w JajLa^ ^2 l ^lâirv ^jfLaJ cllLaAiJl ^ja 

^ -SAo^-ûJI vliLaAiJlj La ^Aj iClîjojVl s _ 5 lc- 

i **il « \ \ I g 'cl 4 a^I *\ l 4 lûi j, jjjJ ■ **>M ^ m a^ \ ; LuLi 






i— - 


1$">>N» a \ jia *_a tliLaAÂJl ^ u^Jlubâl) : ( 1 - 1 ) ^2 j JjAa. 


A^IUaII 

S-A^USI ûUiull 


14^UI AAlc'^oVI vJl&S - 

jjc. jjL-axJI jjii -A-oiA-]l jJu— aaJI a'AÂ-un' - 

t4j..aâ.«ll 

‘l*jj j=J jlaJ V AjUiiJl 

oc) JJ AjLoa. j£-u ^ 

H® 

‘ 4l j)â»«U *> r K\\ U^ajl jjà-."' 

11 j «un 

j' I -S-^JC' ii£-J V 

:4.£... j-all 4 jjI aj «LüjI — 

i jL*-iVI £-*-A »3 ^ «- 81^‘ill 4 ; u<iLa.o ^IaÜhI 

U» >ill *Lâi CjVU^L <,1 jtfyi - 

î 3 4j 3 »..^i 



(2) Enc Vogler. Op.cit, PP. 16, 17 


.44“ 42 ^J-a J-a £-> .AC-lu^ai' JjÜ ^ 

•28^ ^ 
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iJjiLbdl ^-UjJj j «liai 

t jiLjll ojbl 

ÎSJ^jLLo £j> fl '.VuJ 

^ Jjjjl' ^jLli - 

4 JjLj »2l jUj 

^ Lûl A ’l - - i . - A_j jm . r\ — 

tCil4Aâl) 

r* 

JL-aL*V\ 

t-La.iâJl ^ /;*«*»"> 

aJ^aJI Ajil kunll 

e» 

î^_ûJàJl J~aâ 


O-ilaoIl 

*. il 1-31 i i *i i V\ ^ lr- . ik‘»H - ** «’» '-v <*\l J*i . 3 3 •■-.*' . .1 — 

AjjuuLiV 1 S Jjîll 5 v. ilLll JjU J J jil' J^â' jjJI jlaul 


fUàJ\ 

i "ua^-uj Jaj j s_j j5Î ,3—fl jol] 

■■■■■ 



Repnnted, from: “Problems and Strategies in Service Marketing”, by V.A Zeithaml, A 
Parasuraman and L L Berry, 1985, Journal of Marketing, 49, PP. 33-46. 


A-x^jaIaI' pùC> 4a»^lÂ v jC« <U*.UJ1 . 1 


,_Ji3 11 s _jJj^kJl killj.ll $j-13 jü-lC- A_u-aLâJl oLfc s . \ \**i 

A^AzJl SJ 4 jSI j* jl jî ^nfti A i5>*j V i] ^ Ao^IâH o^A JJ JJ ^JIjIIjj 

- r.uszj j tojiaLâ-aJ! j ^a . i » . ) -Lijj jj l^-al .\âTuJ j A-oAâJl J j x ^vvl l jJxikJ La* tjaâ 

'n i *\\ ^ 1 1 * jl l 1 0 ^ \ à . .ifll î \ i ** s i ~ < < 0 \ i '< i i~\ » . ^ I i ' ^ ». J^-üt* jA b& JX_mI 

ûLa k>f ic. *-.il».ill ^ . lA .A llli .J^—u La* £-1 JJ^VI Ujl*l JJ iJJ jla ^jC- Ajj jjlïll AjLaaJl Ajjx— a l^_i C. 

f. 1 o . ->^ 1 A-*JlâJl j* j » .[f 1 1 » t * w .■ j ^\\ «3 1 ’_y & AJLa. 1 ' J < ..I <3 <3 1 ^ >fi 4 1 1 *v , L ■ j Aj j» <--*3 1 


.^.iLall j$Jâ*lb ^LoÎaVIj silljj A-oAâJ' ô-1j=w k jC- jJJ*jil A— jaLj jj*j jï 




• 40 , 


.28^ * 4 

.^jjjLlI jb : j jjV' tjU& .CjL»^âJI .(2009) 
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JLuaâJV) A r iua Li .2 

dijLij ^1 j LfcP o^c i_jl_iC. /pljjJl j j) .>»->. 

»-JLiil£Üil j) dlJj ^,j>jj fJ-iallI AjIoC- >-■ ft/ . A'i 4-iaj t '^-oJlLû £_a 4-ûJikJ! £&] 

Jc-Uali A] wiuiaj >■ U\ ^Jillij L*-a/' -iaJJJJ V ^2 ^.h». <iiAu 

LiA jlSjjVI ^tü] Jjj-laJjJJ Ôé"^ ÜP^j^J 

^3 '^.u^. ^g .ii .) l^ua ^jjLjJI £_a ^]c.lâjJI dllj£j ^ -i3\ 

^ ,£sJI j^Jâ^Jl J dà&ll t AJU-aJl i^x -loa 4A3jil ^&a 44-a.liJl 

(j «il y\\\ fùG- AoualÂ 'jC- *L^a.ÜJl dj^^LJdül .3 

J_*jl o-ij^ J;]i l djl .la-all j ûj$_a.S T vJj lg..a.&aj ,jjj_)ll AxdiJl f -\il*A ialjjjl v_ U. a; 

AujUaSyi 3*JI Jaij Aj2Ija 11^ Jaja.ïiH Aox-a^ ^cjlHill 4j*i jla j±. 4ix x*a Ajâ^J 0^*-° 

jjjHI jLaar^J 1 jiâj a Jj£l J±uu Ua^Jl dj^lS-Lû ^ j^jjîl <jIa^ jl La£ .Aj2j]âil j 

<jl A u a- ' . -vl l v j^aJ ^ .djLaAâJl <— u-i^- 0 ^ Aj^lu^I ^ji>.i rv 2 .Ü*J '-a ^A ^ il$J2 £ 

jA£ü i ülj& lg.i^-aj La£ <*jllej djItÜSll ^ jl-all^V U ûLfc (< _ s Jc. UllâuS 

J)jlj__)il ^-Û3j ^julla ^Jl Aildaj ïLlÎLa ^OÜüJl Ajiaxl £_Ja Ifrjl j d il d.aC. 

^ . j1jaL-Aj 


(1 * André Boyer, Ayoub Nefzi (2009) La Perception de La Qualité dans Le Domaine des 
Services : Vers une Clarification des Concepts La Revue des Sciences de Gestion, 3(237- 
238), 43-54. 

(2) Philip Kotler et al Op.cit, P410 
^ Christopher Lovelock et al (2004). Op.cit, P 12 
(4) Philip Kotler et al. Op.cit, P410. 
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*UftI1 4-i^aLi 4 _aaUJ1 .4 


^ya^JI 13) La *UL^ V] (j^J_^ll ^ un V ^A j 4 4_a— ^-11 ^2 Aa 1 A^.iia A.u^l 4>]l o3a jii»j 
cL^HLm u o 4a.!*.!' clii ^ .4-a.iâJI ^ic- J j*. tfwl l jlaii} 4i*_^j La ^ÿaÜ-La ^aA^JI 
4Îji]1 jxuu lilial' ^ajxll jl£ 13] La 4JL*. ^iè $4_j3j3!La u_illa]1 jl£ 13} 4 oa>U. Jjjikull 
4_iUai1 jl£ 13) La aJL*. ^2 Lai «li^V O^i V 4j1 L«u aj-ui J}-^ ^ a jôLÜI 

jlaj) S, ) \ vv . n l JiJii ^J^£-Lai1 a3 A ^jfLaj . jLaC^J jl y j-ajill ajL-^k L-àajl jjjju i^jiajxil 

^ . jix— jVi ^Âui^j J y iüall S J j3 J21âlLJ t^lal jj»vl1 ^Uâj Jja 4 >.. iUa.ll j ^jÂï^aJI 32 I j3ll 


4liUiâJi £Üaâ JaiaJ rdJült Uilkalt 

Jjajj >-llLjS-aJl Jji ^ 'lu . ?k J 4 4 j^,i.,iyl£j1 failli ^j^Ja i2Jl311 £• UaiÜI sJllLa.lâJ1 JlaJ 

4Üjlxal1 4 j. il. ali vJjLûa 311 ^ûaau j ^ jtj UaâS <C-l i.^iH j Jjl £• Uaa£ 4^.1 jjJl ^ 

4_pL-aj5Vl ajljî <j]i 4 4 jjja jLàll ^jL^ajSl ^liaâ CjLa-lâJl £-Ua3 Jjl LAjlLa ^3il j 

^A £-UaâJl I3 a ^jÜC-I -iü ‘ 3 -ÂalaJi ^LuaVI ô J&j 4-^-Jal j iliv ,u^i1 o^ujlxoll jjC-j S^miIjaJI 
j w ojii 1 3 K Ll^ia. IjJ-^ v~ 4*Jj JloLû-iikJl dljL-a 3j k^'u-ajiVI ^ 4 a 3U1 J^iâJ 4jtâ'-^1 û>Ul 
3 I LaS ^ . ^a.^v. 11 ^ô^aJl 3 A L 3 JU jt Le- J* 1*3^ Li *2 ^. uæ £-La11 JjI j i^L-ilî 4_dLoJt3--jV1 
CllftlLSll _£ jV 3 >Vl OlcUaillj ^aAiJl glLîll 3JJ 4l— a'«j £_Ja 3I 4JjLaA ^1 


Russell Wolak et al. Op.cit. 

Christopher Lovelock, Evert Gummeson. Op.cit 
^ James Teboul (2007) Le Management des Services Pans, France : Eyrolles. P 14 

• 35cj-> ‘c3^L- J* • j*l L jLj^I 1 4 1 
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l$aâ <j jSj il)V 1 > - q 1 I jjjj Aa^^ll j r .-a il l Jjl k _ 5 ^*J '-û j! 4 ^jAj vllLaAi ^AâJ 


^ .Ij^jIj UaLlj Lg_j2 Jj£j 3 ^ C-lLaAiJl 


‘(Vargo, Luscll. 2004) U j^laj "JjlxAiJI 4i>uA J^liia" * , -â~là Jj j$lâ 4 j^iü*]l IÂA ^-s 
4L— j j ^L-JI Jj 4l*j 4_ûAi. f ->j i.j j ^A m jjV JjV' JjaSI jî 0 ,“^^ J-=û ^5^ 

f ^Lo jl^-j] aJ jla-o Aie ^Ul A^uIaII À j » .. % 1$j3 IaÎLI j ijjjjjJl ^1 *LoAiJI «ilL fJAii] 

o^ilxo ulîLaAâJl A—il jA Sjjj*Ja ^gJl ^wali-j (GlÔllTOOS. 2006) ùjSîail ûAA J^ ,2) .4^ Ail! 

^ . jUi v-Jj>\^va!l ^laloil ^Ic. Ju ull ^U— Jl J~*2 U^J u.i 

c 4 *a^ ûL^y ± 5 * ‘—L-u-ijaJI ‘4-«^JI oAj^». J ^ aÎI^j cL-èaji (Berry. 2009) aS»1 

U^ûc. ^ . &1aVI ij^-^ *_>* A-âoail JjL-i-i j-LI 3^ >s^ 

. jjl jiJlj 4*— ô J ^1 SjLiyij ‘UaIÜ J ^AiJI J-lkall JjLi >?lAàj >—lli^]l IÀA ^ J jUkj 


^UAâJ) Pllaâ A-uS JJ :V ji 


ilAik 


*. ^ 3 Ü-» ^Uaâll IÂA ;j^£] ^ j^>H ya Ajle J^Ü-a JjLaAiJl £-llaà] y. LjituaJ A^jj V 


^Jl jL-)VL le Aj $4.1 * l i . i l yt. v2jHdL1u]I JauiIi A.:^Ai.]l tAjUaLlôll 4_ajlÜ ^jjAAr^j J^n^LlI La* 

^1 ^JoLii]! 1^3 <1>Üj dileUaâ ^]l ^AU-alaVl JaLijll ^Âll 1940 ^le «Colin» 

a! ^oll A ftUÜ ^]l A-ie li ^^all J" \ \ L l .irt il l (JjjIj kAel j j) 4 _ljVl aI ^aII c3l*^j 


AjjJ A— ->« y C. Âuauiaj A-iljJ- A-a^iJl JJ- 3 J -(2014) aiil JjC ^J -Jl— a 0) 


(-) 

(3) 


. 1 6 W ^ .( _pl jail » 1 >-iu]a.ui k 4j^L-ajâ\ ^ ^lc. *al jjaS^ A^ JJ^ 3 ') 


Stephen L Vargo. Pvobert F. Lusch (2004) Evolving to a New Dominant Logic for Marketing 
Journal of Marketing, 68(January), 1-17 

Christian Gronroos (2006) Adopting a Service Logic for Marketing Marketing Theory, 6(3), 


317-333 

^ Leonard L Ben*y (2009) Competing with Quality, Service in good times and bad. Business 
Horizons, 52, 309-317 



40 


JS i j ‘^jJu-cull ojlc.y jl A^kj^» ^Ljj ^llj ''J AjljVl 

t jo^V' J-Uail! ( >-Jaj t^il^j ^ . JjLLJI ^JC-Uail! J* J] .^-aljj Y CljUal2ull 

.^La jS*>N CjL*-u-jjaJ 1 jî a!^ 3^1 l j > JJ J_)S.aj ^jil J AiajSu jf 1 ^ja 1 Açk. Aju-Jj A£. jA3>_a 

^ :^L L»S Ljajl j^Lu <li’us 2 SJI ^Ua3 <jl (Teboul. 2007) .je. !üllj jjL^Lil aa^ itillÂÎ 

ta jl.^u.iVI Jj-o uIjL-u-j j_JJ A^. jaII diLaA^Jl ja.^iT) I^TvaN A^iL&II AjLiASJ' . 1 

JjjjsjII Jlo Al jx_û ( ^U A^jaII cjLoASJI - tllÂS j iU jjC- j >VI .JVi P^V' ‘j^iV' 

A3 J fc « B2B »JLa&Ÿl — jUacSH : — J CjLoAiJl ûÂA ^ic. ». \Uall . joaUllj 


ÏAi^JiL diL-u-jxj cJljÜ J] Ala^'V' Aljlia JjlL I jjjS 


.AoâjJlj JxJlSI fc 7 t_iL-a!lil tJjAljill tvIjjjnJl AliLoAik ^j-a JraTi Uljâbü A_<jALa]| ujLjASJI .2 
J^j Jjaj .^Jkj i« B 2 C » jjJ jll“ jLaC-Vl : — J «AjLoA^J! oAA ^^lc. «__liiall *_àj*J 


i jl^îi— iVI 


iAj jaSll j aIa^JI Sjlaj i JL^ajVI iaIAo^I l$aà ^i>J IJjjjÜI AjLoA^ .3 
-AjLi La j Aia^ill t>." i\ ja AyW lA i' k.j. ^- x W ^JjLcASJI ^Jai CAaâj^Jl J4C- AjLiASj) .4 


^k2ülj tAjâjxij ^ »p- 4 l-i h i l c*03j*oi 4 l-« .o C i ^Ji 1 Ai j \ \ . X\ 4i^ia >. k ,i n \ 1 . ~~ <1 a •>-» \ \ -, i .iQ~*i l_a£i 

jA j ^cSloil A a .jj. la dllÂS f-xâj^'* .A -k *.< nl ) j tbj^Sll j jlàJl j ftLJlj AjjjÜllS A-laira-o 


(2) James Teboul. Op.cit, PP 17 , 18 . 


. jjl— JA .(20 1 0) *>Sll AJC. JJ ^iU-3 * 1 ) 

• ji~> ^ ^ .( 2010 ) J 4 l AJtjJ ÿL- < 3 > 
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3 A >0 l ,i ■ H A -y j \ < » . .1 1 1 d > c\ i -v r* ^ i \ ^ ^ ^ Ai iaLuü J£ ÂiL Ai tAjl] Jaaj .Jl 11 

^ :^L La£ y> 3 te- iuL-üil .^i JilAill pic. j^Vlj jl 

t di L*-aUJl J ^jlAall l^^.V^i ^üll <l)liilûll : 4 j ,.a jlinH iliLaAÜI 
iwlibLaJI 3 ail j£,l j-JI j CjI rt.MU.>All 1 ^-oAÜj ^all Cilailoll : 4 j^uall vliLâAÜ! 

Sa£U 1I ulil j iiUaliiil j Ajàl&ll ^LjLjjücJI lg-Q..Vàj ^ill dilijlJI : AjâUiUI ujLaAàJI 
SkliUjIx-Ju Ai&Lxll iib AjjUiloiVI eil^JI \^A.\i') ^nll ii'iillûil IAjjLuOm^I tliUAiJI 
ailall Cjl^aJl 3 AaC.Lua.VI iiLAUjl Ig-aAftj ^^all iilillûll :<ÜC LaI^VI cllLaAÜI 

L A »-v 1 <i .il l i ** il * .1 . .'^/\ ll 1 ^ <\ Ne* ^jJ| l ** <1 «fc*» \ ^1 1 * à ^1 ii n^ \ tjLûAîkJI - 

ïj >S fi âjuii ^jjL-axJl l $ * \ï) ^î]l tli\.>iUll : 4 jâ ^ éxaII AjUaüI 

SCjl.Mua>H 3 ^Al jill£ ^jLu-j^all ^j-axj Ig^iâj ^1 CiliüJl lAu^uâ jSll CjLjAÜI 
t filial aJ j.lll l^oifc ^^jjll vA-A i lla l l /^o AX-^jIo Â£.^aa_o :Ao 4 J)fcÜ I AjLjAÜI 

‘ AjIlûUII i-IjL— jj-JI Ig .<» > . < 4~i ^lll >"U >"ilall : A i i> a\ 111 lûLâAÜl 
i Jïûllj A_i«alill s. T j \- x .i m jpJl ^ .■o- Vâ .'i ^^ill djliUoll : Jilîl AjLaJi 
i^$jL\ CjI$aj Jj^jil^ûll jL-ajl A AaC. ji-uj qæjxj ?±i j viliüôjl rdjVLuüVI eliUAi 
»-1sI£11a-jj ûl_ia. AalftVl CjI— j— ) jpdl l g. d.Vtf) d jIaIIq : A_ii*VI AjLjAÜI 

cjUAill £Üaâ :UÜ 


^j—aij A£. jj-u ^-o\jj ^3 4^cl j_^ll 3I Aglinall jjC 3A L» vj£ ^llLoAill Ua 3 
^ £u± * j jlil LaAstJ J3AII j-Üjl ^5 A. j ^ .il ' CjUa Ia^uS VI ^3^-4-o JjI jAu ‘Aj^uII ^jaj 1 


. 37-35 _y* ‘(Jjl— J-» .AcImloII Jjlâ ^ J 4 
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CjL. u-jÿ-oll J AilaC 4^&li- «al' £-Uaïll ^ oljo-ui CjLa-liJl ^-UaS AlLaxJl 

Igjl^L^uâl u " -!. ^ Jü k _pilj ^ 4 jLUl J Lijjjl j2uil fJ V y AolLa-ill l^J ja! ^ cl)La.liJl 
v_iilxll Ç-Uaâl! ^jk <2_)La,ii2l ^iauiji ^Irx-U^a'l >*n% 4 AjjIj] 1 AxaJlxJl i-jjaJl ALa AjjI^ CjIjjÀj 

(-_jjUj La 1969 Aia J> >.n jl 4vIjLa.liJLj Ajkjj Jji Aj£j jaVI o.WiaII CjIjV j]1 CjjjjC-1 j 
^“).^'lîJI ^l-k.dl ^uUll Jj-û %75 J oJü^jl k_i— aLlal! ^ua ji %95 ^1 

>.. JjÎ 4 ( alc JSJu« OECD » — 11 4 £- yay . a ^ ^iiljS ,^-a.lâJl J- Uaâll j jiaî 

^ja ^ iAacli-all AluijVl %20 — J Ajjllo Aj^LAISVI AliAiVl Ja %70 j-° jJ&l J-Uaïll 11k 

^aIHaII Jj^ill jLilC-b iJa— j^ÜaII j JJ— aûil ^ AaII ^lc- ^j! jjj 3— CjLaA^Jl A-.-a-t jl ^^jaII 

2014 jalxl Ajlj^ll Aj— iâlUll JJJ&l l*JJ o- I^Tl q H OUV jll _] > Lo£^ .A2 jxa] 1 jLu— iVl 

Loi3 %71 A_UuL jbLll J 4tjlLa.iiJl jx ^lâJl ^A^-aÎI £CjLill j* L*jjâ Aj&àj %79 Al— ù La 

%72 — j o jl A^ . l l ^ jli2 Jj-ill A w, i il Li Lai .%93 — J »^ lC ’' 

-ÂiJjxll djUl ^âli ^ Ib« <a l Aii-ûlU %50 jC. 3^ Lalâ 4%66 — j 

Jlu^. 4 jLuajaVl ^ AlalaJl <JjUl J£i-k jnsu cili 2 k *liLa.lâJl ^Uaâ jl 2 u LaS 

JLo^J jA A. U iii ^ ClLa-lkll J jâ 2 i “lH Al— ü ji (2010-2014) ^ J^ll ^lbll JJjâJ 

4%88 Ali — à La j l— a ]l ;Ji2üJ Lai 3 4 % 8 1 — J jASJ Aj^jja^I o^lall *JLîuV jll ^ 


Fernando Jorge Fonseca. Carlos Sousa Pinto. Op.cit. 

< " l , ( ‘ 3) Fotis C Kitsios (2006, June-July) Services Marketing 10 The Hospitality Econoray An 
ezploraiory Study Paper Presented at the 98 °* EAAE Sennnar 'Marketing Dynamics 
witlnn the Global Trading System - New Perspectives, Crete, Greece 
^ Y\/orld Economie Forum (2013) Global Competitiveness Report 2013-2014 (full data ed ) 
Geneva. Switzerland Author P89 P.etrieved May 15*. 2014. from 

http://www3 weforum orE/docs/WEF GIobal-CDmpetitivenessReport 2013-14 pdf 
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%81 — i a Loi .%70 a n ui j jLUi^j c%75 4.J--ÛJ L-üjâ ^ j 

^ %39 i s j-ûjjj %50 Ji-LL L*u3 .%71 — J Aj.ï^x— J l 

Aü£^sj Ajj^IujV^ A^a* ÿa ^y, 3.1x1 ^Lxll tLjLo3iJl ^Ua3 ^-oLj 3j1jjj 

j fcôAj^J' j AjJulÜll vliLoOiJl w_il]all 3 jI JJ i^^pj A^p. L>° J tAfrli— allj Acdj^H 

^^Lall ÿa cL-iaji ^ .ollLo-l^JI ^3 ^jjlolxl! 33C yù jIjaLJ UJ^)ll U UmJI LoA ^jjiolxll 

^ :l^j-o _9 *— iL— il 33x1 Ic^jj Lo£ l^oj «iilLS ^jxll ^llxl) ^2 SLLaAàJl £-Ua3 . ' .g . *n Jjl 

3|l JJJ ‘-à^— j j clitaAiJl £-lia3 J-axj *. — fi ^Ixll Pjjlclxll ÿa 3 j±& Ai-û j)\ 

i^-Uaiil ÜA frl—ûll >Lj!iLolxll A^-û 
SÂj^AuJI J Axl^ll Ijlâ ji j2 Lo ^^JVl JjjuiüJl 3lj3jl 3 jaUo c-AAmj ^■l^âll clASji û3Lj 
. JLoll Axlx Jai j £.\.*\ \ l—i Us a^j ji&l ^^xll jJlxl! ^ CjLo 3^JI £-Ua3 ^j] 

^1>J1 ^ ujUjàJI £Üaâ AJl£^ :Ulti 


ijjjjjjikS' I ^jjLjj-ixl! ^.lo 4 _ 5 -lc- ^ fLill jjjlfiüVI Cjb^l jl ÿa CjLû3i*Jl ^ju.iVl 


c» 1 L>c\ l ~ r i . ^-i l J 4 û^jjS >* h ^^^v'~^ a \\ t,c- Jj A j^^axJI A— o3ihJi dsl—*— ojpil 1 ^ «* ^ ** i > 1 o*» . .. I 


■V.flu.ii ^Àil A_po ^ axII JLxLiV 1 j clliSl £* Uai V] 1 $j3 AjaI—éu V %9,3 — r Cj j33 Aille- ^aj diVh*A 

*- . -1 » ^ aIoIxII JLili Ay i -dH Ajj£ joli lo£ ^.dlll jjall ^ L^** 1 ^ 0*°' ^ <3^**^ L>° 


(1) World Bank (2010-2014) Retneved January 08, 2015, from 
http://data.worldbank.org/indicator/SL :! : P.V SI/IPL ZS 

Christopher Lovelock et al (2008), Op.cit, P9. 

•L$ J-^' J* "LP fc L;'- a& . Â-iWi^lall vljLaAâJl iyyà ^ «lil— iljJ .(2005) Axû ^j) ^p. ^ 

.26^0 

. 16c>* j-° -(2014) 3iii 
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JaII %61 ,4 Jlj^ 3*-“ü 4 ! 4vljLo.lâJl £*Uaâ jajJ 1 jIjaL-j! ^jU^ajâVl -laLuiiiil 

»JPJ j % 12 , 6 — J AC-li— ail 4% 16 , 5 — i A^ajAaJl Jli-iV* J cliJl £ Üa 2 0 Jilxo A-iL ca 1 oI* 1 I 

4 Jl^jl 0 jlill J djLo^âJl ^-llaâ AaALaaI 4 j— ûlu Loi ^.%9,5 — J AfcljJ I 

. JIjaH jLnll Jl jJJJiHll 


JljaJL Jül 1*^ a 11 £jlill V J AjJL^Sftfl ^jl&Uaül <LaàIm4 umu :(2 — 1 ) j Jiui 



i?epnnted, from: Global Competitiveness Report 2013-2014, by World Economie Forum, 2013, 


http://www3 weforum org/docs/WEF Global-CompetitivenessB.eport 2013-14 pdf, p 89 

Clic* liL-all g-UaS -Ixj AjjIÜH Ajj^aII Jj^j CjLo.lâJl J-UaS AaaLua jl JSLaII Jà^îU 

Jlo A a j'â . »H Jj^llj AjjlLo Lu— ù A x -Jal jlo AaALaa j %3 l Jl JIaj v.'tj-y 4 A » i.^aII jjC. 

Lo£ iA^ja. ^j-o Jailli Je. L-jLJ Jl^aJl ù\ ksi&2 1 ^LÜ Jl c5j^ • '- r l «>*- 4 M i s _>-û JJ 

JJ l .jnlajv.AH jL-aJâVl j-a A_iHüjl Ala.^ J Jl jaJl jA wlllj j) JjÜll J^oj 

^IiLa— J jaH l^lo J Alla JljJ La Lo jaC Ao^alâJl AjJI_^aJl ilA^xn jaIU JlilLj ijjj— Jl jL^aÜâl 

Loi CjLoAâJl £*Ua2 J^o J;u£ cja. AjjjI jjl Ai j^ll JIvj Jl y Lo 41 .CjLc-lâJl £-Ua3 J Aia-ilill 


^ Office National des Statistiques (2014) Activité emploi & Chômage en Avril 2014 (Report 
N° 671) Retrieved January 2 nd , 2015, from 

http://wwwons.dz/IMG/pdf/Donnees tat Emploi avr2Q14 Final 1 1 pdf 
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4-IjjjII 4 jlillj A-o-liw Jia AjjJ^-U diLoAâJl ^l â xa dllij 4ajJjS» U w .i i» jl UlS 

^ yAl V 1 ^- aj âx .a l ^J— Jl J±c- JiU-üll ,jl La£ t^ül A ^^al ' 4^’utll f - ul ». ll l 4 f - vJ . U ll l j A-Ujjil 
^ .AjjIûVI Jâji JjIjaII j. 1 $j ^ 11./11 La Ijjj£j 4vIjLcj1Ij AjjJj j ôJj*JI 

ujLa^âJI g'Uaâ «JjljJâu CLAiIaÜ 

£~a JjAjjJI L5 ic- 4j!Xol*_a ^UÜ \ j]àj A— L»-ijp» A Ajjljj] AÀ^iàj ^j— ull Jj-*u 

^JaL Aall ^ . üiTi A_lo.1^J1 lIiL-u-j jjJI *Jx*j _>aVl SiliLc. jll j CliUkl^Jl ^.. ftlVk -a ^\aJ^ 

^^lc. (JaxSI 'ûSj ‘ô ^*- 0 L£ > 1 ») ^Ic JâU%ll l^j^SLiuo I^L-ojj Aijl 3 jjl 

,ju.i.Vi .^~\>"> Jjl l g J le jJJ '-ûx ^ (IgjUliLol £^iajJ Ajjlo ^J®X. A_alâ] j Jjl jaII i_jl,£*l 

l\l 4*1 jj l*i < 3 > . L*_« jj£Vl jl 4 j*\Üj)M £3j jl (jjj^ll ^-Jaj ojbjî ^-llî] A.jlaC. 

S^tu^l û^Ljj j^J A* jj]1 4 - JLI^j^ jxajll S j U] j A.i*l2')V 1 ©jljl 4oJj*ll Sjlj] :Aj— ujj ^1^-û ^ 
£»o Aj jliall (jjia p»l . lrt - l^ l J A-oJikJI ^-iîi ^ ^jjljlil A*J J j ‘©Jj*]l jjk_j 4*jlll l^S>j 

.^j ^jc. 4 ^U-ia Jju\i CjU.ïajII ajIa » — i^jtSil JjLaJ ^ic. *Uj ^ iaU-JI 


. lÔ^j-a 4^L* £* ja .(2014) JJll ^iC. JJ ^JL-a 0) 

.25-23 _k> ^j- 3 ‘c3^L- j-» .jc.'— J i Jjli j 

(3) Eric Vogler Op.cit, P122. 

. 80^wa .SJ jjl jlj Ijl jS’l 4 jlaC. .vl>La2âJl JJJ-J .(2012) wilalr. jll ^JC. 

.64^-3 4^jA— ^ JA .^C-’uiLaJl Jjlik ^ j W 
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: JjSn uiUxaB 


pAl jll Jlc S j 11 a-j où *4 u^lnll ,»— jI^. Aau 4-o.iiJ) 0-3 ^. jjÜxj 

o J j s-^j_^3ijj .3j$ >H V) ^ ko^)— al*-ûjl djLc-liJl 4c.ll*-a 4.^1 jj Aus»*> 


IajILj <^ 5^3 A-ûUUJl 4L,ilttll o J3 — jj uliil£ s' % n% 4 ^xL-Jl ^Uakll ^\c~ £_kJ j ÜuL-j ùà 

ùlc. ^_j 3lla.aH A+ 3II 'jlc. jlaj] J J* jlâJl 3 klilL-âl yà\ ALUa*]! ÿau Sû^Jl J 


^yajLc-aâj! 4 L a. > . l \ ^lâj 4*L»-lâJ) 0^3^. 


V ^Ul 0^3^. 4“ 3*^ jl V] .3 y JjS' 4j ^LÜI 

j»^a ^ 4Lol£ U^ikl v... i>j -Loàà-1] S jiAc\\ 


lA JJjlj 4_u^alail AjjjiîJl -i3Aa.il -lia ullLa-làJI 0^320 ^jAUkloll 3 ^IxuAI £ajj 

Aoajj Jjiiaj *4 jV J3 jjjjll 0 -ij jjj*J • juaiL-iV' v _ 5 lC' -IjIjlH ‘vJull£lll ^ali^il £»bSfl ^lc. 


^Ic- IajjjIj 3 4— u-i^all sjy-a ^ju ^ i * 4 _i 5 3— J1 4 * ^i^ . H 4 ^-allall 3 j3L2il S^icl 


IAJJC3 cliliLnll i^LaH k^a-laiH J 3a I j xü ^aa JliajJl Jl jj Laiu . 4 ajlj-xll \jl3ill 

jl kJLil ... l^3aH C- 4 j-ûaV 1 Ju» J~*^J Laa ï 4 _Lolill 3 3 j 3lV1.aH J 3^11 J£> ^2 LjLjaÜl ÿa 

3 IajUjIj 4 -a.lâJI o^ 3 ^ f 33 -®«û Jj'*^ ^ ^ .l^jLo^à. o-i^ ,*^3 


4-a^âJI bùfX f 3^L» :Vjl 


l$ijC- tebVl £-o Cjlai^ÜJl 4j jliu yt> 4-sùâJl 0-33 Jjl ^-ic- Vc yC. j 3 j^ljJI ^âjl 
diUijSi 4 -oJÎa 31 4 ^^iJI ^ 3 !^ 33 '^ ^ULa" l$il Je. -1983^« Lewis & Booms » 
<jl (Grônroos. 1984 ) ^jj LûS ^ 4 * .”j 3 jjl' 4 LUa^H ^i*j 4-o^Vli «-^ 3 ?“ 


' Arash Shahin. Monireh Samea (2010). Developing the models of Service Quality Gaps: A 
Cntical Discussion Journal of Business Management and Strategy, 1(1). 1-11. 

^ A Parasuraman et al (1985). A Conceptual Model of Service Quality and Its Lnplications for 
Future Research. Journal of Marketing. 49(4), 41-50 
^ Arash Shahin, Monireh Samea. Op cit 
^ A Parasuraman et al. Op.cit 



47 


i'ifrÀ <jl£j.lo £_a jy Ajlxi j jll JjlL ^jj\ C^JJÜJ AjIûC- ^ 4-o^kJl oJ 


^Si lû£ ^ 4 ^£jAa1I 4_ûA^JI oJ^Çk. »ill5 ^kjljj aLkJ Ajta^ldl ^-ûAiJ) £_Jaj 

Jly&uJ JjB AjI*3jj Aj jILq ^^jc. A^jli •LoJiJl (Berry e? a/. 1985) LjaJ 




A***l\ Sjj* JA Jjj :(3 -l)fâ j J£^« 






H 


- - < 



CiUî jili ijA Jai 


ki»lxâ^îll J>/ùy 

% 

kjl*i jîJi 



H 


klllak J>i-a 


à. .11!-- 


Jjlaijj 

Jllji 

X 

*A 

X 




SJjakll 


^>ai 


«aille S- 

Adapted, from “Quality Counts in Services, too", by: L. L Berry, V A Zeithaml and A. 
Parasuraman, 1985. Business Horizons, May-June, p 47 

•LaJliJl 4lljw] AjLaC- i &\ jJJI La aJIj 4_aAiJI aJ^. jl Jjx> x^rxxi 

4-a.l^J' où p*. jnxj ikliUi^oll Jy Jâl lIÜj «lu^k klûl£ Ijlâ iill jj) 

jjjju IjJàD kvljlxâ joli i' jj 4£ j^ll 4_a.iâJl klijl£ IjJ 4ji k^JjjLa jaô JjAÎC. 

4Üj.lall *La.liJlj «jUS^Ia]! «_«Al_ll ^y, *L«.lâJl aJ -_i£ jjj killij .AjJlÎLa ji *Uu3^« aJ^k 


La£ La g . Ck ^i w4-a.l^l] jjylg'ü.J ùlc. 


(1 ^ Christian Grônroos (1984). Op.cit. 

Valene A. Zeithaml et al (1988) Communication and Control Processes in the Delivery of 
Service Quality Journal of Marketing, 52(2), 35-48. . Valene A Zeithaml et al (1993). The 
Nature and Déterminants of Customer Expectations of Service Journal of the Academy of 
Marketing Science, 21(1), 1-12. 
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^.iiU J ^4 AjIc ua Ail .\Sl\* J il A-ûAidl jl^ui 4 -a.lâJl . 1 

Jlû ^ 3ÜI ^34 Ac 34>4.: jjbj La£ .Ajâl£J| A-û^iJl 3 Aj^Üa^ll ^1 |X -ijjj A4.ÜJI 


iÂL^ll CjLmu-j^aÜ ^aLL-JI L_Jjl=fcjH >." >1>\-JI 

il** Jj£. 3 A ^ >«. I l 4 ,.i. 033*0 J 4 . .i,.ijaH 4 ' 3 I -» I l .** ^ \ - caJ 3 O' <\\ 1 4 «\^l l 

<■ fll"iV') ^5^3 fc \_aljt 3 33J3II a ^\" u 4 j ^ill o-iifcAl ^LaJI cbVl 31*4 :<l£ jAaJI A^iül .2 
J3I34J Avalai! 3 ^3$]! J>4 Ac- Jjl^j U£ . 3Â.V ,343 4 -i^lülj 

JL-ajV' clijlj ijiâ A-c-lâJI ^Lü AaIaC- fcA4ûiJl ^aJ-lÜj CjÜ— al 34 il^Jjljlj A_uU4 3-all 
. A-^u-jjpdl A_ia.jlâJl vJIjVI— aj^lj CjIx 3 3J ‘Jjjjjil £-« j-iliAll 


jJlqj ^jlxâjj ^Joj ^jjlj^ll l. g » -> >>i ^1 4 -jjliûll 3C 4 _o 2 ^Jl 0.33a» jvu ‘3^* ' L - a -° 

^_iaj ^3*4]! J ^clumj AJ43 .A-o^âil AjI£j^oj 33J3II j jli l$J tA-aAâil 

coûiilo sJjlâj^>*j J 3^ ^34 <jl£ i] .^a^jUÜala 3 ^jlala ^liwj 3 ,3^43]! v1jI*£ 3J 34J ,jl 

jji^ull 3* A^jJ ^1 4 Û 3 f 3 ^ j}à j 34 i—L^)*jJI 3A UI*JI ajl^VI oIijjj cJujaall ^jli 

^j’iill ajb^l s-ia 34 3C j 4 *j ^ill A-aI-JaII jià ill A^-a» 3 JUc) 33.3433^31! J*Aj 

^ .l*u,U > "ua i ^ -15 4 -aAâJl 33&J .^l (aL I I-14 1 1 0.33a.) uLjIL»* al 34IL ^»l joJYI 34I—1I ( ^ 1 c 

A_aAâJI ÎJja ^Lâ Jbul :Ljlj 


^'jjl ^3^3 3 -^jj V AjI jjC- tjlajS , l A 4 ^âJI S J 3a. > 3^4 ^jl Jj3ia.Ull ^a^I 

jUjI ilxÿu 1978 ^lc « Sasser, Olsen & Wycoff » vlu^ t ûljuSfl o^a AxjJa 3 jûc J 3^ 


^j^jjl 1 I 'if .)-> ^ 3 1 ^1 ' J j 'bi »J l 3 ^ i. " i ^ . .nl l 1 1 " si ^ y^ |l \J1 j1_j y - .1 ^ :^A 3 4 \ l S^3aJ 4 Q l**' 


.^jl— ^>34 i(20 1 0) * 4 ii 4JC3J ^JU -3 ^ I 
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ÔjLjJI aJ .l^uLü AÜjjia ^ J— a^àÜ AaA^JI ûA^a. ^ ^1 

1982 ^lc. «Lehtineu & lehtinen » ^a! aIxj! <j*uJ U yb ^ ^A-oAâJl 4 — u^‘y> j-âlic. ^ 
^jjIj A_«lmjj^a 1I oA_^a. v^jIAxaJ) Jaa AjaIaII _^aL1xû]1 J^aaojT) j AjaIaII oA^^Jl l^jk j 


(U 


. ^...aaii <jjb^ll Ô&3 ^jjliajAil (jjj Jc-Ujil ^Aj Jclfijil oA -A— ux^a]! a 


o \ a— a 


J Lo joia Ark/illl ^j-Lii j A-aAiJI AaLc. ^uij AjaaI JJ (Grônroos. 1984) j’-ii Luaj 

i—ijUJl :IaA ^jjj^Sa ja ^Â^AJ ^2 A-ûAiJl ôA^a. >. àwn jj l^lajyi 4u1aC- J 

pjL V ji Je. ftllj -iUÂ ^ .AAoxllj iaJJjAÜ J t-ijlsjl J i^jlüillj Jajj jaII JÜI 

oA^Jl) l$j ^jj jll ALjUl pJâJ JJ t Ajâ ïill AiA iJa-aj jil (4_ûâil oA_^aJl) iafJailj 4-aAâJl 


4JÎ3 ûA^çw ^lll JA] 4 i* x ?> j&JJJ bi£ .^jjîiajAll vJjIaIajI j J^xxaJ kASJi vJa-xj jil (< lîj . lâ J 
fJ iA— ux^aII jjaj ^a 4 j jiiâ J ûA la jIjaa A. ji i iâ j ôAja». kill^A] jJiuil Je. SjUaa 


l^Jl JJ Ji'j Ax-ax^-all Sj^—a £_a /jaibLall Jjaj ^ A. 11 AiDlc. £-Jaj 


A_aAâJl oA^a». obl£ £Àjaj jj^iajj (Parasuraman et al. 1985) jjjA^.'uil ^lÜ Luâ 

iJL-ajVl AÀjxaj ^$2 t Auil Aa^iaII c4j— ija1a] 1 t AjALojC-V I :^A J AlxJ 10 > Ja j 3 

J IaÂj 34 L X^A ^ jA a A i i j ^.ft ia 'juil J AjlaJLxVl fcA-oAikJl Je. J AJ^-X > J- jU"! ! c jIaV* 
.^a— ^â^aî ^ (Parasuraman et al. 1988, 1991) <_£a1 I^saj ajc.1 j dilÀ axj '^oj .i^x-iliiA 
J^-AJ 4-aAâJl At J c-bi SjAÜl AjAIajC-VI : s ^ a j 5 « SERVQUAL » — J 

A-aAikJ ^5 J^il J ^jIaII Al Ajtl>xVI ^_1»J AjlaJlu>VI é^aIaII jg ià^H ^Îaj 4j-x^a1a] 1 fcJaji.^A 


A Parasuraman et al. Op.cit. 

^ Christian Grônroos (1984). Op.cit. 
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jjj JJ-Li v — ûiaLstSii Ij^lj SjlaV ' 3 AÜjJI JL ^ic. j4l-> ya\\ o j^â 3 A jUxiall 


^ . l ^ .* . l » U I.1L 22 JjuSfl û3a ^j-a.- bT i -^2j2 J£4u AjjLJj AaLojaI 3 Lo-liJl 


AjLÜ 1— b j 3 oJ^Jl AiClau Jlauj b» l$-aAl jjÎ&J) IÀA ^_-âV 

i ^ijià^ll -1 *J\ Iaj^jj t — Axali 3' A4.iSl« — JjUJl >. âI"'A^ ^àj C_iL».liJl £-Qai ^ *UiAïj 

^ j^oiîl J l jiic.1 jlilh (Crouin, Taylor. 1992, 1994) Jj 3 j^a L-a 3 .^ *CjL* 3 34 II ^ 1 j 3 AjjLS 

ljb.1 La.^ 3 Aj la fc j43)3 iA43j*_o j±ix j ÔJ^i! ^>*^3 ^jl ^3 3 A 3 LJajjl V) 3 H V 

^»\i -illjJ ^ iù\ju$\ J fb fr l ^ûl JOaJ £-0 « SERVPERE » ^-a — 1 -S 3 Jaia *\J$\ ^^A ôJjaJI jiixJ 
L 3 ljAa_a « SERVQUAL » JAï^ jj.tiV» SAfrJj (Parasuraman et al. 1993, 1994) 


(3) 


.(lg— iii CLuLJjIxjS^ J4C- 3 Ax-nla.) ialü^Vi £-c 2 1 J) ^ 3 ^' 


22C. 


18 3 3^ ^-aAâJl où 3 ^ ù\jJ\ JLj^kj] ^ jâ .1 Aijâla dlty 3 A-Û clU ^.3 .Jj— > ^ AâLja] 
^-aAâJl jlxJ Aj^Ij lj. 1 ^ jjülll 1 994^'x. « RllSt & Oliver» A^l^o !)&« l^_La 1 la.j 3 .aj 

4_iu 3 * 4 >q 1 b ^]| û^^aJl ^ A AÜLaÜall 3 Aa^âl^ * 4 . .m ^ 4 \'d l *.\ ^«4 1 Aj *>.4c ' 3 A_a.iâJl ^cjj»a ! ^A 3 


^ A. Parasuraman et al (1985). Op cit , A. Parasuraman et al (1988). SERVQUAL a Multiple- 
Item Scale for Measunng Consumer Perceptions of Service Quality Journal of Retailing, 
64(1), 1 2-40. , A. Parasuraman et al (1991) R.efinement and P^eassessment of the 
SEP. V QU AL Scale. Journal of Retailing, 67(4), 420450 
^ J. Joseph Cronin, Steven A. Taylor (1992) Measunng Service Quality a R e ex amination and 
Extension. Journal of Marketing. 56(3), 55-68 , J. Joseph Cronin, Steven A Taylor (1994) 
SERVPERF Versus SEP.VQUAL P^econcilmg Performance-Based andPerceptions-Minus- 
Expectation Measurement of Service Quality. Journal of Marketing, 5S(January), 125-131 
(-31 A. Parasuraman et al (1993) P.esearch Note More on Iniprovmg Service Quality Measurem- 
ent Journal of Retailing, 69(1), 140-147 , A Parasuraman et al (1994) Reassessment. of 
Expectations as a comparison Standard m Measunng Service Quality Implication for 
Further P.esearch Journal of Marketing. 58(January), 111-124. A Parasuraman et al 
(1994a) Alternative Scales for Measunng Service Quality a Comparative Assessmentbased 
on Psychometnc andDiagnostic Critena Journal of Prêtai ling, 70(3), 201-230 
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^jUûll jUjV ÀuSj jl Jj2*j AjU Ljj£jjl ^ 1 ^j 3 ^aJJ ^\ ^Jb A-aArJl 

.Alix-a ^jl-lL ^ij (jr*-° clïLu-a j*-aâ. jl j]jj£3]l jji-uil £x -. \. J nj Lu 4ijL-Jl 

4-42ÀJI ôJ^a. £j \ :&L 


0 ja JjV füj 4 A£j^a]I A-o-iâJl 32 j^. JA Jlc. j Uaa >.! >* vjjlj^_&]l JiLaj 

a— u-i^ail A^L-V) Ain.*i)Sfl j ^ jÜJl aJ jL»-o ^3 (Parasuraman et al. 1985) £ 2 jaj 


.3 j^kilL J-ul jjJI ILk jm j n-vi A-o-I^Jl o J ^ jL^a ^jASj j 1$ ni 2ajl joli 2 j2j*j j 


3j^2 ^ j û,#j^ 1 -iVl^.j 3^*-^ ^ W-^° <_5-^ Ig -a-U- A) LjIj^S 5 £2jaâ1I IL* £ ji&s 

c-iiLau 3^*-^: ^ W-^J t A_»-uali»Jl 3 jajdu lg-i& ^xaII _j A£»j.1û] 1 A_o-i^Jl j Ax2jl»dl A»o^iJl ju 3.2^1 j 

^ :^Jj La£ l^j-£ *-jl j^k2 £Jji A_mu-j^a1I 

ïdjbijll! AjI^J LJxJl *il!jj]j j^Jjll 1^*2 JJJ ^ll' A«o^kJl jjj I^jV' . 1 

*32 jaJl Jlj’L— al jaJ ‘i'ii&j Axi j1a]I A_oJJkll oj\^\ ^ülj2] (jÿr -4 jjl lll 5 .2 

i^Li ‘LiLS J A-o2iJl 32 j2k vlllL-al jjâll .' Aolloll Sj^Âll .3 

. A— u-i jpall J* AJ dukjj ^^11 A_«AiJl 2C jj A_a1L^a11 A_û2âJ 1 < _)Xl 3 ^' :4ju 1 ^11 S J »^l l .4 


iô2 jiJl 3 jjja 11 AJaiLôVl Ail£ 2 j 2^11 Ajâl£ JJC- LjI j^ÜI a2A jl ^jj^Lll ^ûaxj ji 

fJLj: AjjL£ A— jjL-JI 3 ^Ail :^Aj tCil jx 2 «li2ilj 3^^-*^' ^2 jaî 11 (Lewis. 1987) >-_fiuJaî filial 

AIaLII 3 ja»All ïAxi jIaJI A_o2iJl j A_aAiJl f ^iLu" A jîft ^jjj AxjL-J 1 3^jJl ÏA£j 2-J1 A_o2iJl j A_«-lkJl 


See, for Example Michael K Brady, J. Joseph Cronin (200 1) Some New Thoughts on Conce- 
ptualizing Perceived Service Quality a Hierarchical Approach Journal of Marketing, 65(3), 
34-49. , Nitin Seth et al (2005). Service Quality Models: a Review. International Journal of 
Quality and R.ehability Management. 22(9), 913-949 
^ A. Parasuraman et al (1985) Op.cit. , Valene A Zeithaml et al (1988) Op.cit. 
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Candi do, Morris. ) loi u ^ *^*£3 ülijfl dilaijjJ ^L-u-^aII ^ 

J— 3 lie. Jokaj i 4 -o 2 lJl o-y*- ^ ijjyal) *Üa2u>Ü o 13 l— tillj (2000 

(Luit, Layton. 2002) cJtLJal l«u 2 ^ .^ül j^jLslaJl c_ uji 4*1— l ,j \'i'W k-À •■< 


fcilljjlj jjjlolaJIj Jjjj^II Cjlai ^5 a^x3 ^Aj liais 


: ^1 3-ali ^ Ia£ Cj' £T ^Iaj ^î-oJ .j-Loj 4 f ^ • 'lil^ jal' 21L1 


‘LaiâJI iij* ûj! jzà : (4 - 1)*^ j Jüi 



Adapted, from: "A Conceptual model of service quality and îts implications for future 
research", by: A Parasuraman, V A Zeithaml andL L Berry, 1985, Journal of Marketing, 49 
p 44, ‘‘The Measurement of Gaps in Quality of Hôtel Services", by R. C Lewis, 1987, Lit. J 
Hospitality Management, 6(2), p.S5., "Perception Gaps in Customer Ezpectations: Managers 
versus Service Providers and Customers”, by Sh K. Luk and R. Layton, 2002, The Service 

Industries Journal, 22(2), 109-128 


^ Robert C Lewis (1987). The Measurement of Gaps in Quality of Hôtel Services International 
Journal Hospitality Management, 6(2), 83-88 

^ Carlos J F. Cândido, D S. Morris (2000) Charting Service Quality Gaps Total Quality 
Management. 1 1(4), 463-472. 
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ôjj^aÜ ^ 3 ÜI 3 a ItJ^ VI .. fl l l% .a i j-aiJj jjl ^j-o JiOü 

10i 7j 63 5j 1 3^11 j jj_)iU ^1 *jj l$-i*>3 a— u^yûJlj 3^*-^ W-^ 0 j^aII 

4 »â\^ 4 , .) . 41 0 _g 4P i . >>«3 i 1 ** 'I j-vq\ 1 3a-ojj . 4» J i 3 .* 4 ' a\ I 1 ^ It l y^j'j I 3 >» * <.*~il j»-vq \ 1 

I ^ jl) 4 ^ w 1 1 j 4 ^ w 1 1 ^ 4 . '\ 4 ,c & Â*jl .4 1 «1 j->al i 4 ^jt3 4 a >«> 1 1 j 4 a > -> 1 1 ^ ' 1 . .o 

Ax^till 0 ‘A-aAâJI f >j\»/> Ajiü£ j ijj?3^ vljlxljjJ Sjl^l ^JJJ Ai^ilîill 

0 3^aJI L<u 3 ï j^jlolxli l1iI£ j^-ûJI wliij JL-ojÎ 4jL&j 33^3^ *24-*^ j 3 Sjtjyi d>l£ jJlq ,j£j 

.djUijA^ ^lill ^-jl^^Lxil ^a^Bj A j . Üj fl % . H CjUijJ JjAJ 3j-3l*Jl 


A-aiiJI 0 j.U4\i uulLuiï :\ju\ J 


-J^a. 3?*V 3 J-ûÜ—JU l^jloAâ. 0^3^ ^hâ < s^ C ’ Cjla^ÜI A^ux'yï ^Ic. ^ Jt. n . ) 


3f“^' (Berry et al, 1994) £-Ja 3 .Aj— tîLu Ul j* *. -i\ x>u£l ^1 AiUia] ^Ic. j 

3 J 3 ^. sIjLo 3 I 1 UG ^Uü ci) 330 J^liw 3 ^ Jj 3 jjM ArwlL^j Lâ £- Lu*»iV1 A_o^iJ' 

jL l*_a l^V AjJLoÜC-V' -ix_ij ^LoÜaV^ ï A.jj.> jxA Ai jlLaJl ^1 .^VuJj A-a-lâJ' 
^LoÜaV^ i ^IsLu-jU-i'i 1 ' 1-4 oA C- A-o^iJl ^lc- ^A-ûAâJl ^^ic. ^aJl 

Aj^LJI Aluil J ^jlj| t _ s ic ^cL-ij ^jj]l ^jlcJlj ^*>_*uaV^ c^jiLal*]' y l 1 \ 

3S--o AjI VwriVl 3 ^ 3 ^ >Ul ^Jc. ,jjljj]l A-odiJi J —* 3 ûli'buJl 4A-aAiJl lg_i2 ^4^ 

3 _uii]l tAjbtâjj 3 3^ ^>- a 3 - > c - Ù3^3^' 3^ jjjùojj ak-i j 

. v j ; iio 3^11 ^C-LaaJl 3 **^' 3 ^ SA_«JâJI .jLo-Jaj c-lâ^il ^ v.. ftj]â . \H 


( 1 ) 


Leonard L. Berry et al (1994), Improving Service Quality in America Lessons Learned. 
Academy of Management executive, 8(2), 32-52. 
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(Ograjensek. 2002) À] t*-cAiJI jumkll AojLaxI JjL-i j ^IaaIm»! Liai 

d:Lii^_lû ijjjjlj iajl^>i. i JjkTil l Jjjl Jla Ajxul - mVI AujI. ^-v V' tililjjVI ^IaÜ-iI Ajjl^aj Jl 

j]l A-ûLull Jl j û- ^Jl j i.'il,'Wu 4 jLlall ( aJ— Jali iAajLull ^^xjl t jjjûil j k_u— Jl 

^xA wVdl Jl 4il_Ja] . ftLuiS^ jl dll.la.Vl £ ^2j dil _^a J .le AÀj^-o J AeL-Û > _^A j iAjlâJl iajl 
ùtë a-ljAa» CjLa.lik ^jxuA^ jl AallaJl A^-lâJl J ..ai A.j.L>e ju»i:ki La] J^\ j-o 4-Ll 4_uj^aj]l 

jjbjll je Aaj-jIj diLLu -le J A^kJbua ^2 4l x a l a. l l j klibLdl ?r i JvL -J je 2iLia3 

^ .S A) .la» C-iLaAl Ailji^ 4-aAlJI v":l dae jj.uVi je klla J«-a Je a^Jl 


LjUi^Jl A^LL<a j -^j l^Jlill uiUx&ll 

klllaAiJl jl ikllLaAâJl ojIa] J IA?» 4-a^-a ja 4xa. 11*^1 f knttij ^iL5 AjioS 

^_ûaj*J iaJJjJ Lia Ia LaJ Jul l j .il jVl j-“ ilIj U all ^bj^L £— ilj Aa. Jj Ja^i jfLaJ 

JX*J jll j ‘LeLu-oll A-UkUj^l ^j-iSe Je 4_oAâJI A.^klaj'j/ 2a ji.^ >_Âj JXJ Ai. v 2llÂ] j i4-aJâll 

kl)Uk^p_all jjj Ai^lxJL Aa^klSjVI jC. jJ*J J ^ fcl$j2LiAa Jl ôAi. J klili^i^dl jjj <i*aj je 
(klLLull J fcklilAa-all 4AÜUal! JLJI <Jj c Ji*Jl) klj^likAallj A^jlill jl Sa] jxall (dllaAiJI j J...JI) 
^ : Jl^all 4llbuall J £-L- aJ dll.i.1 fcdjl^.jik-all dlL £&*)/ d) j$_i J^ 

«Alla ji^J' 

5u^l 

AjtiAaN 


(1 ^ Irena Ograjensek (2002) Applying Statistical Tools to Improve Quality in the Service Sector 
Developments in Social Science Methodology, 1S, 239-251. 

^ Bilai Balci et al (2011, September). Service Productivité A Literature Review and P»esearch 
Agenda Paper Presented at The XXI International FJsSER Conférence "Productivity of 
Services Nezt Gen”, Hamburg, Germany 

Jonas Ratkauskas, Eimene Paulaviciene (2005). Concept of Productivity in Service Sector 
Engineering Economies, 3(43), 29-34. 
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Aijjiall Aiw^j V AjçAjjyL ^li^all A^w^lll IÂA j] 
oA^ jjlfil Ijlâj ClLaAiJl Aj^Uj) *_iOliw ^glc. aAA^a oJ^rJl jl <C-U—a]l_i A_^^Il 

^bUl je. ^iJl j o^lâ£ü Jaijjj AjC.1 \.siW Aa^üj)/! jl LoSÎ .*L-^aLû]I jjC. 

aJIxAJu jlxli Aj^uj^lj cliLoArJ! A_^jj jl 3 IvIi^I^AaII v_jjL* ^^Ic. jj£ jilb ^j^u3 jLdü ç-UJoS^ 

Sç.U£J! "yS Jj3^j LiAj tdjl_a._3i-a]l v # :’A> ^ c. jj^jolL A vj.^^ll c.Li*iSftj fl-iâJl je- _>f*- 1 
.djlaAiJl AaaJojlj aLI^VI '-*& J^L^i * Jjf-i .A-oA^Jl 4-«kllj) ^ Ai**! CI 1 I 3 A 4_Jl*i]l j 

ujU^âJI jL- :Vjl 

Jj ^aj| Aia'uuj jl À) içU\ Lg-o 33-LûJ AjjliLû UlVu> A*AâJl A_i^laj] ^ 34!* AjA^j Jl jj V 

i*J]Â jui AxjI .di t « >*« I l J - . ’w-'^ Jx.iâ i..i 1 djkoAiJl ^Jl A »-v \Ti^< 1 ^^jlüil ^ 3 ^ c<\U 

J-il*£ i\y\ J)£a 3 V Ajl s -i*J ^-ô-û Lj J 3^-» I J.^) ’.C- AaAiJl £ lüjl dj'uLoC jj\j jll J^Aj jûxJi 

% 

fk C^H s Q^- i -v ' 1 JJj . A^ûAÂJI A_L^.lÜjl ^ 3 g j ^ *1 ..i"i^ 1 j , >-» 3J l^y q ^\jj^/l ^3 ^ - -il. J 

^ Jjljj V ^"î UU A LaUaj A— «-j jdl illLlaC JjjSj La lallc- v* \,y\ 4aaklo£U ^ AjU"i)l 

j£-a J l $. n^ cAÜjIj A«oAiJl aA^ j3& La Aie Aiaj-xJJ j^AJ A-aA^Jl AJi.lSil ^»3^i-a j) 

cdilÂ ftlb ." jjiuj V ûA^aJl J ^ n?M tvlj Uk_p-a dj^lâ.AAll Ajl 3»j Jlatill Jj^^üil" — j 

tÜ’l*j jl j^«J V aI*jS ? 1 oÂA j iAl— ailû j^C- ^-«AâJI 0 A 39 . a'-*j1 3 A ja*s 11 ju AjJaLu]! Ai'!ü*Jl j 3 SJ 


Ismet Anistal, David W. Schumann (2007) Toward Conceptualization of customer Produ- 
ctivity The Customer’ s Perspective on Transforming Customer Labor into Customer 
Outcomes Using Technology -B as ed Self-Service Options Journal of Marketing Theory and 
Practice, 15(4). 349-363. 

^ Bilal B al ci et al Op .cit 
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4 i-v l I ^-lfl 4 \ i iaJJ^ûil jj^/l < ^ ^ 4 \ i^-i j 4 f \-.l l 4 j^. l'i»! jXxji l&J •- d Wi < .o^^tLo 

<4-û£ A^UjJ Je. jfLûJ AJlû j iAjISJI 

ola. jâ_oi' ^W> _>â»ai' A^loS 

— Â*Jl±J! 

ô-^j -li-LkùAJ 1 A_loS 

£ jL » J.Ualo.11 IÂA Jâ ï J^U-ailo jjC 0->^J 4-û^JI jl ÂÜilx]l Jo iâOü 

J 4 I 3 C. 3.1*2 AJI^S l$uil jlailb ‘“-«AiJl Lû^-a^^AJ (GrÔllfOOS, Ojasalo. 2004) 

A>*. joli: Ajjl^aj Ajlid-lll AiSloA <il£j ocli£] 4-a.liJ' jé^ jI-IIaj .llau 40jJ>o 

: ^>»JI J£2JI LcS» JlÜj^ 4^lAiJL-iVl oj03 JjjjU JAaM A^AâJ) o4^> 

îLjiü' Alliai ^ j^-Lj £ j jaj :(5 ~ l)^â j Jl*i 



Adapted, from. “Service Productivité Towards a conceptualization of the transformation of 
inputs into Economie Results in Services”, by: Ch Gronroos and K Ojasalo, 2004. Business 

R.esearch, 57. p.418. 


^ Ismet Anistal, David W. Schumann Op cit . Jonas P.atkauskas, Eimene Paulaviciene. Op.cit 
Christian Gronroos, Katri Ojasalo (2004). Service Productivity Towards a conceptualization 
of the transformation of înputs into Economie B.esults in Services Business R.esearch, 57, 
414-423. 
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1* iLoAj *L*ü— j^o]I yl 3 32*3 ^j-a ^.Jg'u 

4£jL1o Ja*2u 3 ^jlîdl £ 3 ^ Loi iUjjC - 3 ^llLo^la-o ;4_*dàjl iLik^i^iSj t^juila^o ^o 4-o.üJl ^jLo 

o3A ^dLu .Ajlâ.ljll OftUSHj ‘Lc-liJl Aj^lüj] ^_i Cl>Llâ..l«i]l a2A ^jC- ^>axjj i*Lo.i=JI £rtijl ^3 ,jjljjJI 
JjIjj V ^1 ^Jjjjll jj.À% _j j-i ^ 4>o.iâJl £■ lljj-j La] ï i3j^ LjLHj ‘LaAikJl >" ihboC- cl£lÂ.la]l 
•LaArJl ^\jj] jl j Ujj>a v jjj Jc-lillL l^a.l 2 j] JjjfLj j' vJjLI^Aaj 

A\V» Ï^Llla. j±a]\ jij ^jS gljjj A^Jla-aJl ûÂA Axj ^jU .(^JjlÂll ^-oAkJl) Jj^jjll Jjâ j* 

j, X xaÂS ^IjLx^i-oll A.iC- Loi OJ3Î11 aclâ^j I ^ ,c - 3 ' i»*il l •S'. \ Lo 3A j I g l dUl l < wjLzk^i-oll a *-^ 

ç»JJj ’^£j3j ^A\ aA^aJl A— lui^aJI ojy-a jl J 43 J 3 > 4.>ji j$> j 4 a1 aj » . £ Sj^aJL 

.AjJkjliJI ôfrlâ£Jlj cIiL^^^-aII ai* ,J£ ^jC- jjjajJI 

A-o^àJI ^lli! ^Uâj j^aüc- :LûL) 


<4î^ 1987^lc- «Eiglier, Langeard » •*-*. J* ^Lll « Servuction » £-> 3 ^ 

AjjUll 3 - -**l *'» H 1 _j£j ^ajlj^oJl^ ^xuLHaII ' L»ï*d l û^éou-j^o A 33 C- 33^ i*^o.li«JI ^ Ijjl *J_iLoC- 


:^L Lo£ 3 A ^ ^.'*Lo.lâJ' ,aJ3aj jjl - dljÜ-Loll 4j_^io3l j 

A-oAîJI çrUjl ^ÜaJ jjjAÎ :(6 ~l)^â i j JLJj 



Adapted, frora: Management Stratégique des Services, by E Vogler, 2004, p.13 


( 1 ) 


Youssef E.achidi Op cit, P51 
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J-* 1 t4_a.làJ' 4 _UjL.iI j— alic. 5 J ^L*Jl ^ya 

Jjt. c &yi Aukc *> ^Aj UxJi sjby i Jl: :(< / iM uüLofl) ^ü|j 3 I a^ji .1 

SjtlJ J^L^iL JL^aïifl 4vllLa.lâ_ll v _pa_)C. dlljljÜ J. w> .a 

JjLjl' 3^-iLa JjjIôIxjj ujLa^àJl >£j '...tAj I^^^aLaV' uÜSaII) (joilfl^All .2 

c 3^' ^3 Ô>Lajj 

cj^Sü^II ,Ja2u ^-3 t4_aA*kJI ^Lj] ^ Aj^LJI ^-alixil ^Laa.) AjS ^ . L-yi ^£>^11 .3 

‘ La jjC J J j]l tOl^^aVl fcJ-JLi^^ll to^L-a^/l 
4_o2û]l £tüjj V iA^u-ij^l ^pajC. ^Uâj ^uaL.iV 1 J— «aixil j >LoJ .4 

i4lala_û diLaAi jl Âulla AiQa A2aL-iJ ^JS-' Aa.jJ ;Jj 

~ aL-oIaJI vlj'ülc.liaJ! AC S^IjIaÜ A.vjliH JLojj ! ujLaAÂJl (j*3 .5 

.^lj jl ^ j^jjll J AaAiJl Lllc 4 <*4 3 ‘4-û-^JI £&} jl s al.\C- 

ujLaAÂJI 4aa>lgj| ^Lâ : UÜIj 

.iLjjj 4 . . ^-I .il - J -oA . 1 ' - La a j J 4_j^x—a vIjLûJiH AC-li—a Aoa.Ljyi ^j-i Li3 

^-JJ iJjLudl La A Ai jx^il jl lIiLo^LlaII dlL-lû ^ L-a^aû 4_A2 »Ajj)/I ^>jL3 ^ . l A tojJ l IjlA 

CjLo^âJl /jl .ilL c_JiaJl 0 jL] : s _^jA j A_aAâJ' Au^laj] f -tn£i ia'iij £jjl Ao^aÎ (Balci et al. 2011) 

^ jaVi i 4 -V>l^l £■* A-s^ûJ) InjoVi A_a.jû ialijjl A_jia£^ ujLoAâJl ojL] £cüjj àcte't 

^ Eric Vogler Op.cit, P 122 . Christopher Lovelock. et al (2008) Op.cit, P487 
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4i-ûlL eLjLoAikJl i jb] Aj-oAI i^bÜI <ftua Ia jlllc-L vjllla^â^ll L-aj—aâ ^llla^â^ll j cll>lâ.ldl 

^ .û-ijaJl £_o 4-o-lâJl AjSkUj] ialijjl ^1a q\ 4_o-lâ-ll ^alaj^ 

ioJ jaJl Q£- >$ ^ AoalÜj^l 4JL^ ,jL ^jia jjÀj ôtU5Ülj 4j]l*ill ^^Ic. AjSIjJI ,jl 

û 2 C- -la . jj 2Ü,i] .^Jjjlail ^.IaJI ^ 4oajj jj£I ^jjjjS.u.c 4 _uu-ija11 j-JI .jjIj^I 3 b-o >*-«aâ 

O-' J ‘ÙJf3^ *SP^J "^5^ 3 2l j12la J*lx£ JjUjll s _ 5 ic .laüa j »IjLo^âJ! Jla_« 4jall£U ^j-ldLLo 
dilala ^.ual L Jl o2A j£jj -Q&j vj^ ‘bo-li-l ,_j-a*-aâ_a]l «Jliâjil jjJj <_û]â jjJI JLoJl 
^ SjLj J] vJ-3^ bo 4 0^=3^' ^ L-jÜajq l$Aa.>j La ^jjljjil ililibalaj 

4-vj-k,^H j oJja j]l Ajjliftll J (Giôiiroos, Ojasalo. 2004) ^ jj tvlà&SLaH 4 jI$J ^>Jâlllj 

^ : 4j]I jaJI 43^jl 1I ^gi La£ ^lUij ^JLa c_>* , b , l l5 Jc. .llil»-iVt ^A vl)Lo.lâJl 4xalH.*)J 

ôUax_a 4-0 -là Jjâl^-û 

=4_a.lâ]l 4-iatijl 

*• * I 

4-a.ljJl düj çtijl ». ijlKl 

: jA 4-a.lâl] 4 j 1£JI 4jaljjVI <_>-Liba jj^J 4âaj 

4aKJl J^l^oll 

4^:lUI aJSJI 4oalS3VI 

SuKJI _àJ\£lll 

(IjLaJâJI 4 j^.1V>| Qu aVi ^Jjia :bul j 

I^ajia aJjtj »ilL j 5» a j j t Ig.ljaUjj £3ji U aji_Ja 4j».lâJI 4al jj La LojI.1 

‘’-J-oS 3-lljj i jj£l Aaj ^jLoxj il -1-la ^j^lc. ( »l- lâ .j l ,J Qa s j— *a' ^jnllall jjjiolaJI JjaIj .J^Lâ ^o 
jjâ — ijj jrlSj^l iaXftJü 4 Jal d:l.l*_o AiU-aU 4-o.lâJl 4.iib ‘o-ijaJI ^paxj QC- ^glâjib 4_a.lâJI 

^ Bilal Balci et al Op.cit. 

.535o~ . Jfl j jb : ja jVl cjUc .(52=) *iL*J .(2009) a.U & 

Christian Grônroos, Katn Ojasalo. Op.cit. 
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_i=kj tA>o.iâJl Aaa,ùj] Jj— A 1 jla-a Ai' V] .uJullSaJl j ^ic. ialiaA] Ua> S ^3 

0) A_*uill Jj— ajiij *Lu»j] l^J ^aJJ ^jjl AjiiSii A g , ;i'u ^jl kl>L-u-i jpdl i _ 5 ic 


oAbj ijla cliUAiJl Aja.l2j] ^jj— C jUJV^ ^Kv»-i Aa^j ^ ^j Aib-ô] 

£4 SjA3 M-iân A— Âi A-aAà. J2^-à. 2>° A-oAâJl £r ISi] ^ a£jL2i4 

Jl^yi J A3 I^jSjLLo^ jll A_<u3 üübtS dlLûAik diLo-lâ-ll ^ÛSJC. Aa— ijj i L-llla]! 

^aLucV' ^J^Jl ^j]l ^a - l ï JjLpL-aisI ^3 jA^J ^lc. (JajiJI ^A-oAâJl ^ISjJ ^»Uâj C- £_o 
j^S]\ ftliC.1 >.. fljÂV j Aloj ^joLl*]! v jC- ^ . Lv i V u oAjAaJl U^^l y i & i H LoS iA^a-LÜ^I £3_)] 

^*0 4 .-,.., ^ a ll 


ujLsA^JI (jia j& SjLj ^ A^_j 

Ai— ûlU lAa. ^4 ^-i— ai ^^oAâJl £-Üal]i A — ufl ll aH ùAa. vlui j Loi£ 

^Âll k jS-4llj clLil <Jai ^j4 j ^^aLs Jîî-ij l^ÜLo-là ji4J ^ji A-oAâJi klîl— u-i^a] 

CjLoAâ. ^aô (jjbyli û_)iâj jjl j l— a^— aâ. ^ 4 ( jjjA4Üill £— uj V J>*-> ^^âlUll .^-lc. ôjAÜ l $ 1» >j 


tjj^>_^Aj i-*AiC Jlj Aj^lLa Â_«AâJi | a^4LoÜAt À] lA^jl— 04 clil— u-j l tl'l\^ 

k-iüadl 11 a Jjla-i ^ . j^-Q-1 jî A— s>5 ic. i—i >j .illÂij $A— jlaJlû A_Ja^^xdi klil-ôAâJi 

.^.L^l.nll j;iAÎ]l jj j*j AÜ*j-all O li.i)L.i Vl >- flj'tA -o Jl j^laaJ! 


^Philip Kotler, Gary Armstrong. Op.cit, P243 
(2) Enc Vogler Op cit, PP. 124, 125 

(4) 


• 1 1 4^>-3 J4 . ^ 


Philip Kotler et al Op.cit , P421 . 
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'61 1 JjajII :Vjï 


^ ":AjL jLil vlu^. 1933 ^Ic- « Chamberlin » J) '^a ^ jj 

Jjfi- kiil^J AjjULo > jjXA £jL ^Lx Jiaj] ^Ia ,jxL-il 4_i3 Aa.1 jj I j] o1)1>UaH jyu 
jxodll ^1] jLil LûS ^ OLxiid) J4^ lLiI^ÜaJI ^j-û £ ^il Jjxiaaj ^1 

g 4-ii ^c- J^jjll Jj3 ^ya ^ÜaII ^_ÿajc- tiljAi" :4 jL (Dickson, Ginter. 1987) Ja J£ 

v-ftJjJLlil 1ÂA j _ 5 ÔJJ ^ Jl Ja-aJ Iaj AjjLoJl JJC-j 4jJIa 11 A— ajLxaik Jja A_uxâliA 

âllrvj 4-o^iJI ,jl Aa-^J' Jjaj JiVn Ajl ^S1 J (Fisher. 1991) ^-a.lâJ1 jLudl 

A_4^âJl V_ijl ,ViTuxj jjxulli t jxxJl l$jâ Iaj <j— alik ^1 Ax-ialiali diLs^iJI ^jxa j j£- ^jC 

J)IS I j] Jais iiilj Aiftj LaS . s _ 5 lc- CjI jjjIj L a LJ JjLjll k ^al1 

^ . Jj^iall ^AaII ^ fj.ll JiaSI) ÜA 




'' . . — I l j «. < »\*< s 4 la 'i-v 1 1 4 .-. ,,i ja11 Jjjj jA ^ ., .<<*1 T*d i ^iAjJI jl J jsJl A < .1 


2)Jxa3Ua]I Cj'lûJA ^jxa Jjjjl dJj .j-ajU-a^ l^jLiik 0 ûa j AjjLaII jjC j Aj^IaJI 


jjaIII :Ua ^ jjAoll Ja joc. jj Jjj Ai jàlll jSaj Æi • j>? J* Jr“=^ W J A? 

t_£Ü1 ^^AâVl jjAjJij ‘Jjj— Jl ^ ^jjbjll JS1 A^jiLk. jjSÎ A-*x— :^ a 1I diLodiw JxrvJ ,_£-jaaJI 
^ .^jj J^s\ JjIjJÜ A_ij^la. Jâîj iaÜ3 Ajx-ûIIj AajjLk jîiSi A_ml«j£a]' ^IsIa^ J*-?J 


Manuel Becerra et ai (2013) Being better vs being different Différentiation, compétition, and 
pricmg strategies m the Spamsh liotel industry Tounsm Management, 34, 71-79 
Peter P* Dickson, James L. Ginter (1987) Market Segmentation. Product différentiation and 
marketing Strategy. Journal of Marketing. 51 (April), 1-10 
(3) Pvobert J. Fisher (1991). Durable Différentiation Strategies for Services the Journal of Service 
Marketing, 5(1), winter. 19-28. 

^ Rosano Silva (2015) Multimarket Contact. Différentiation, and Pnces of Chain Hotels 
Tounsm Management, 48. 305-315. 
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^ . ..Al VtW J^jJl ^ ujLjIJsJo i Lûlij 


l Jj'\ ^ t w**ù <\L>*n\\ l ÿ^ w ' ^ jllwJ 1^3 ^3 J } . .',^1 *i ai l Jç. *> ^ \ a\A 4 V i ^ rt\ 4 . ,i . .■ j^ yjl j l j , >i j| 

4 jfrüj l JLJ aIac. 1 Je !iLja3 lAil-l^lusl J^uJI Âj AiL-a] tAJo-iLu S jxa Je > *!% J 1 ^3 

.Ajjl^oll j^ljxll ^3 *illÂ jj U&Mj tl^-UjàllaJ AjjlLj I^ÛjLj j jUÀL A— u~>‘yA\ AjlfLd £3 jaj 


AjmjÜUj S j±A Jt ullà-Jl . 1 


J* Jje^j JJJ jx O I986^lc «Porter» J) SJuJl JC Aijjauoll JLaeVl J&l A j*j 

o-ü ^.^le Loi A-ûAiJl ^jlo J^jjll jI^j Llu^ »jiojJlj aü£j]1 :LoA Aj..ilï~Jl ojxJl jaL^o 

AjjLj g U4W 4 j ' N ^ i Vu \ - 4 ^ ^ ' Loi « A j ^ 1 1 ^ y j l . ,' l ^ Ifl. jj T . .ifti i a\ 1 J 4 ' 1 - n ' ^'if- . ■■ , ) ! 

:^Jlj^ll ,JL2J1 ^ La£ iilL gus* Jj jSLoj t^le JîLij .Jj*-3l1o 11 l^4.Vâj ^^IliLj 

A ja A-u-JaII A w jÀI îHl ^iljLâJl : ( 7 ~ 1 )^i j J£*i 


A-4-il'j Aillai SjL3 

Aâlûxo ^-u3 

AilSoll »Jb3 

AxwtâLu L1 Ja jjJ 


J* 


l i. 


jo-u â jLj 
4-aAiJl 


A LIKW ojjj S jLJ 


Adapted, from "A Framework for cost-Service Analysis in Différentiation of Logistics 
Services", by T Pirttila and J. Huiskonen, 1996, Int J Production Economies, 45. p 135. 

j _ 5 Je jl Jjk ^LJ ^^^Je Loi A_ujilül! I^jJio jLuil lIjLqA^JI A— lujj^aI j£-oj i s J£*îJl Ja 
JjjLpJl 'yS J-oA LiJaji Ifri fLo ; Lo£ . w ûaii_ujl jx— Jl ^1—ji ^\c. i _jo3ljj]l j v — LiILSHU 1 $jAu 2 j-iL-j\ 

U1 Joli Ja ûAj^-o A_uu-^*J1 j±xx j Jjj± ^ cLoA^ISï ^ A3_jalc dijl£ U] Luo jxcjll j LJ1£j]I SaLL 

. JlojII Vj ^_iill£j!l ûAu 3 -lau 1Â1 AWll.ïlll 


(1) Eric Vogler Op.cit.P201 
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*UÜ ^-*1' .2 

J>-i cT 2 J ^2 i^ljjll JS glfu») ^^ic. ^Ij L ami^aÏI SjOâ *- il 2 V; 

IaSj J-Jasl JS-1 j l g ^ . ' . V) ,Jlolc.lLi]l ^11 jl <jl A^U— jjpdl ^ic- 

^ <ft>"i jl aJIxÜI Ajj^ülJ i ij jl ^n% ) ïbkj^j Aajl^—JI clitalxll tAaâl^i-a. iAjcLutJ jjjI*-<jJ 

w >Sn ^IclLill ^ ^ jJI glLUl ^ jibjll , Àl-^JJ 4g ILS JS ^ j^UUI jiLjJI 


.3 

*uicj ilAjJC. Jjasî ui-aja ^.lâJ Jj— Jl dll^-UaS ^jJoxj ^jl ^$3 wlL-a-îj^Jl ^ «. n . i 

liSj uJL)lc.Uaâ]l û JJ aLu^-JI ^-LjSHj iliU nJl joLmjI > _Jc. c fl.^."u>.)AH gliaill jLn^l ^.i>j 
JS.rtli LoS ^ il^_u-iâLlû Jjl^2 jl ^^Ic- oj-^â 


uài i fl u . iV lj AJJaaJl :(8 _ l)^â j JUi 


4j>Ü» 


A^ÜaII 


— 1 — 

Jjbjl' jU Ü' 

‘ 



1 - 

LaJâ *JücJaj\ j ojâll Llij 

1 

•icLuu 2îil 

^ 

*Ü j-ÀjXJ 

JjU.UJI Jü JjaJI ^il» 

^ > 


4_ûüol «* ~à’X 'i î.r-v' 

-iiljIWlcH j 

1 




1 

je. ^-Jal J_3 ^Üll C-Um> 

<_ûl » JSLJ aLL aLUuj 

^■•■■*" xLu 




^ ci*$\ 5 ûuyi 

I 


.â\ *1 <i\ \ 


4 — O^JJ^ 

Adapted, from: Marketing Your Service Business, by I R. Brown, 2005, p.87. 


(1) Cnstopher Lovelock et al (2008). Op.cit, P214. 

. 1 1 6_ya ‘ Jjl— ja . ^pUll jjA j t^Ual' ^ 
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jLn^l ^ A— -IC-L-ü J Ajj^Sil ÀjLoxj ^UÜI J ,J£-ÜI ^y> iâOU 

JjbkLkli ( ^j 3J ( a^3 J) l*Jajl .£*Uaill dllj ^3 ^jj— iSlioll OJJ^J .l.Wj ^A Loj ^Ua-aJl 


O^Jtt Ù^SLi ' *Jj j[..iftl jal l 4 «^0 « Lo y c» l>> j o^â ^Üj ^ A 1 .>> i l > > -v. i j '.f^. 1 . . ^ ; La 5*^ j t *‘ ^ j 


^ 3 j ÔTl 4 < - .|Â \ 1*1 O^J-0 ^Jaj 4 \C ^ > 1 *> •v"t ^ \p- >f~- 1 . ,M Lo y ** \\ •«. 1 v U - 4 Q -O '. 4 ' lh 4 \ j l -V ^ 4_iLaxll 


^ \ n*i Aàjjua ^Jl La 


» t 


. t \ -W 


.l^â^J ^ A— ^-llLûùik ) j^ajjx] ^i^-oJ ^Ukjj dllLi ^Uj Ift i ^ taL ia ^jC A— u-i^aÜ 


*-3 £AÎl\ .4 


lurw tdjLoA^Jl ^uajL-a^ £âlj] ^L^j-Iû J jLjjj A^ll—ajl Au . ^ 3 ! 1 — ;L— j\ ^i^olll 


U j^Jl ■la. V’v i j ^ l. frL a. I% AjliLo £t4 — ijj A j> i3' j^J £uJaj A jIa C aJ!)L^ A— J-LiLjj 

U>l! J-ia3l jLu^ fAJ lA—jâliftll CjLûA^JI Ll jaj Ajjlilû A_oAiJl IfiUVi ^jS\ Alol^_oll *>uJ\ nll 
À^'îL^n-v j A-aAâJl Ajl£-o Jl—aj] j gtjjjj ^^Ac. vjj^ LaAjuj *1$ jle AjI£LoJI ^Ibj A_uoâUjJl 

A_Iaj_^ aJo^J^j ^j^jjJI v je jAJJtÜil ^jlxluj j Lo Lille. ( 1 L v-Ji^1*aa 1I ^-Uaill SjUâ-oll 

J^4J s liJA y^LÎlj ^ jV .. ^i Iâj J.. 1jfcjj Lo IjjjSj t A. n « o yliLo^ikJ Jpljjll dll^pj ^ jjj aJoj— u 

: ^11 ^oli ,J£-Î*1I ^ LoSÎ y L ia» 


.122p-.A-Ull jb:j^> -(2010) j^^ (1) 
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^ Ijjjliâ A>l £â^aall AiajjÂ :(l~9)^âj J£*i 



Adapted, from: Marketing des Services, by: Ch. Lovelock, J Wirtz, D Lapert and A. Munos, 2008, 

p.226 


J-iaal ^3 ill *3 Ua 11 ^pa jC. jf JS-2JI y* Jâ^U 

kc. yy* Jlo Ai K - i ll jl ûjUa k _ ÿ Ic. .Iojju CjL-Lmj^aII k!x>\& jl Ï4_u-ilnil ^aJ*»ljl_pa 

jjUîll Jlo U j-o i' iSjJt-ku aJl i jSU Jlo l*-o Ia ^ . J^AT uJ ji iftjjjfiil o jjIaII ^gà 

. JJAiil <L^aLû]l ^ajL ^arJ l £i y A-u-jjaU Lox yJîuJ 

\a\] LS lÀ\2l\ J jlViM fd jàJ .5 

3 j-Jl Ajl£-all ^lâj j jà.^'u.n jj— i3lLoJl (JllULaOuil ^ua^à-ij J^lâ. ^j " 0 fJJ 

jAmâllftli A:-^ 4-u-jjpdl Aj^-a JfixJ j] • i j £*-* 1 vjjâ l^jled jx s i i>j 

^jj 4 à*j .ûjjA^. jl ,->$Vil£.o 2^ .J^i 2>« oJbAa. vt îL;> pi jxJ j 3 » n;,..i 

AÜalall *lAx jI*-ûJ 1 ^Jà3 J^Lâ. Jj J! jjLu^-ail j ^jjjJl^Jl jj—àllaJl J&\ .^Lkl -iM 
AjI >*i..il jxjll £-« ûJJpu yj^-aJ v ^UaO Ajjlcj p JJ jiaj Ia^ju ^jj M., fl l 'mi l j jj— JI j 
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AÎU-iaU Aj 4— i — j jaJI j jiaj jl ^a. j] jj£üll jjlxill j ija-stiall J jJjj jj— Jl JJ*^ 

^ .S-lpa. 4a3 j-j llA&Ual JC- ilia-Jb jl 4_oAàJl ^ajL^i.~% ,j^*j ^jC. 

« .rtl Vill jxxill ujLajj! jImj! : Qilj 

(“) :AjjVI 4_u-iâlHll LliUajjl jj— jVI <j;U ij-o fi.la.lj J^lxal ^gJl 4xo.lâJl dil— i jxll K s Xm * t> ^ 

4-alLaIl CijIS j ojIIm 4 i.o.’iâll 4— ujjaJI 1$ A.\ï) j j*Jl klljlS» 131 : AjIÂ 3) AiLVjTll jImj! . 1 

’v3>“ Jl ^ ipüâ j£ J>J jii-aj y 4ià3la-oll A. i . \ jli l jj— jl 4— u-i^Jl i _ r Luj Jjl ^jîLoJ > 4 flj* ■» >» 
l ^ :>. ^i-x 4jLoaj ^tJJl jl 4 l^jLo-là. ^Ic- ^^-l^Jl wiüail ojljjl 4 j— ilioJl ^jlall .llajlj iilll 
i4_i3 j— Jl ojbj 4 jC.ÜJ j 4xojajfc i.-.ulbJ £• \jj]j ( *5& 0^* 4jâ>*-Jl 

J.lvi’j J l ^ j 1» 4 ûUâ j£j^a ^ 4jxAâJl 4 — j— ijjJI 12] 4 jÜ— J .2 

4— *aaJl fijljj '— à-l$J ^-Uaiil ^Ja*j ^^iil .Jljl— u* jjJI (J£j ^jlül 4— i—;jxil ^al^Jj 

4-iJkJjl jxJ .ill2£ t4^jâ jll ^j^jj^'j 4Ü£lll ^j^x . liâj 4aa_jjl Ji-J £-IjjIj iilî2 ‘4jj^Jl 
*4-o.lâJl l jj— iajj >- . fl^fL o]! ^jjjjJI 4 xy j: 1 jl>J 4 ôj£Üxo] 1 4_û.lâJl j fi-ljaJl xj 12 4-o.làJl 
*—>•» > s— > Jxj 1.1a. 4jjS o^jIÜI 4-^>«Jl ^lûl£ l« Jla. ^ I JjUII 4uaaj| jluJ .3 
JJ3 JJ Jlo *Jl*i j o^4 S 0jUi J) Jjâj 4oajjl jj— iVl ai* jli t^-laloll jj. 1 ^£3 J 
ïiaàâ x-ûl^aJl j^cjJ 412111 ûl£La_all jl 4.1 jU31 -IaISj jjC 4jj£Ü 1 -lj$-aJl J Jl*H j xl3 jll 


(1) Christopher Lovelock et al. (2008) Op cit, PP.222, 223. 

.209-198. ^>-3 ^ *^1- £> .(2009) x*U ^U (2) 
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ojai— a L-fll J j jlajl ^JJ La A— — j a !1 ÂaAJjI j 2 m il .4 

^ûa ^ je ^3 £ jL-loU i^^akj JJ& • A*a *uJj ^jj jj JjU! Jjb jîl 

.£- ^ill a\\ eV j>A iaàa ^UlÜ ^IIaIIaj Aûftll JhaC-Vl J>-» 0^*-° £ 

caLaJâJI (jia JJ*J j * <1^1 Vill JapaU jj jau Ju-i :bul j 


- -~\1 ' j ^ A . . 1 . .i j û j CjI 3 0 ^X 44 A . „al V ^%\ 1 ^J.*v i 

jg Koll ji .il jâSll JVLk I^jjbjll C5^] JL^ajl jjjoi) 3w>^ 1 — J ^ C5^j * >ailb 


^gu a fl lia ^jC- ,aA juu Ji^ü Jpbjib JL-cuVI ^lc SjLill <j-alà— ii opl i£ ^jia ^jC- jl i^jbdl 


VJ uuLaAiJl Juu ^à J jJ Liai w u tlj .A-iajC ^aj LaC- LjLa^b-aJI cUaC.) 

t --^ ^ ^ < s <\ w .. rt .*> \ A.LJ ^jl A '^O *v 1 1 A . .i - .i j^ ^jl ^ \r~- Lai ^1 » *« ’ - .i .uI&aII A 1 jj ^ . .1 j| 

ilïbLaC. SJ ^abi ^_x—io ^3 ^J AiL^aVb $lg u.i a lla ^_pa j_)C ^jc. Sj£ua ^j^ûL^aiw 


£AJ Jla A-plwal^l ^r-iLaj ^ic ^^aII AC-AaoII A— jlSj jl£ . ^aIÈaII 4 *^ IaIIc 

^ .Afx-_0 J*-olb Ajj’jLo]! Jj>>-*il ^ £-MJa11j £-*l.mJ Lu iSj-iLo LajjuVI 


^ U a^JI i dxlLllI 

ioùÙjÜA ^Ij-i ^5^ ,_1 a*j iAjâJ^u Aia-ijl IgjVL^I ^Ja^AII OL-u-i^aH j^jojLoa 
l^Â^Lûl*-a JjLaJI AaIoC ( _ 5 -1c- Aoaxa LaS i j^*-i JoLaII A . ua .o L_uiL.il j ^aaLÂo j 

jljâS r l CjI^.1^. AajS fj-iüj ^3d^Mull ( ^a1c ^ill ûjlül 

^-oAiLcJI J J^il Aj-û2iJl Jub-L-j^all L>a L»'-oaaI AaL^uII ^uAlLa]! dllÂj ^li^A^ai .^»$jbc. jj 


• 80^>«a t(3jb- j* .*ûialc. ^Sl Ajc. jAlj^ 1 ^ 

(2) Philip Kotler et al Op.cit, PP 421. 422; Philip Kotler, Gary Armestrong Op cit, P241. 
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dsLoi— Ja IAjjC- JC. y. .i l l i Tkj V i] A— u*^aJl Aillai v _j-0 -lljj y lIlu Lo2xj 

J a^ A_iii£ ^û£j cl>Lo.làJl Aj*. iLJ^\ A K . a - al l Jjl V] ^ . l^jLalLa Ax uk V] 

AjlaC. l$j 3—3 ^_ic ^jj ^jJl j AajuH ^yuj, a$\ (j! ^J) Ailxial i Ig x^ajU^aaJ Ijiâj A-o.iâJl Sc. 

.Aj^IaII ( xi— Jl Jj}l_n] Ia jLûUcI ^jj ^j] 1 Ui.a^ ^UWi V Là JûUill 


^Uaill JC. 1 Âtlàj djLo^iJt £Üa2 ^ A-> 'ïVi.n.all A-lIl^-ull (JjLljLoaII j\ Jil La 

' _>*— j! aaaà tujlalia ^ cl>la.liJl jL joxi U£ ta) J isliL-liJl Q .V'1 . ^»~v \ 1 S^ '' 

àj!i*j j\ ^-ix-ûj wl^AlltJ J CliLaAâJI JÜÎ .liiul AjL^ij rc_oi £-Jaj Jjij l^J ^ 3JP 3 ij^J 


ÿ l$jUaJjl j2*J ^JJJ A-aJâia Aj_aAâ A_«i*uya A_iL)j*yÜ]l ^_fll.iA^l jL 


tdjLo^âJl ^-Uaâ tj -uiv i Je «.^n wlU .UOmiUa ^j-u ^jJaj 

j^iaJ UJaJI liA J jlaJ .cl>La.lâJlj o -3 ^* A - U - j UaH JjL-ull 

. 4 — ajL-aâ. £_a ^.ii ^ru u i ’—*xj yu^JjÏÏ 0 jj-all C . ÎUjSj Aa-LaJl ^£.laj JjLa-lâJI 


ujLa±ki! ^Uaâ ^jh aJLLû : JjV' i.iUiratt 


Llla l. a j . a ^ \ÂA j t^-l. J l O"* 1 \ J 3^ aL>* 3 û-la]^ LllLaAâJl y^xÂj Jjl£ 

vJjlj sJLia_u-ai Aj^^oxil cl>La.lâJl .AclaiH Ajlc- Jjfiaj CjLa^âJl A In . Vi l A_uic-'l3 

i (JU Suuaÿ i ij^Lol ci ’ . j . W\> '^jjb j jX-a Ji*±-±i Je AxaAâJI S'.iy. t^Li 

^.u«a) LS tjlx— jVIj 3^^' jjjljjll ^-0 ^jjlalaJi v ft^laj 4 AjûLojC.V' ûjLiJ 

3 A 1 j] djLaAàJI ^ 3 — ull£ ^«UaS ^jlc. jS»JJ 


.26-23-o-a o -3 4 c3j'— » >• .ac.L-^ 1 Joli. ^Sj( l ) 

■ 58o-a 4 c 3^^“ -'-i— ü J Luc. <hù J Ly.Zxa^al\ La Jj-oa» 


(3) 


Philip Kotler et al Op.cit, P 413. 
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Jlxi j Jji ^\c. AaL^ull V-ulLufyl Aa2 vjll J^iaj 22 j l-afl-ûlj jl 


^ .^J A^. yA\ ù\ jâbU AC-^jU) ^ls'x.Uaill JJ J jl j- ^ 


AxaJLxll Aç.1 usi\\ 3r ^ q]I ^_5 jlfû L 3>. i ^ a *‘ l ^ £ - ^AaïsJ! ^ 

j* 3*-rS aS ^l)Lû2àJI j ^iaJ Jjl LaS .^jliliaj jj AjjIj j /)jLlJ)il eLjaj^/ 

U Jjj^— üll ^ca-k- oTi ?! La £- ^Lll Aux—a «JjlcUfÜI û2A jAjJ j OeU£Jlj *iL-uull 

AclLaall «Jljl£.Üa2 AÜjj Loi Aaollxi (J^l^wull ^^j-Lo lIxjjI tillUj fcAj^-iiJl A— aa^-dl ôjljl 3"° ' V 
3 c ^. l l lftl ll ^-3 CJL&îâb! «ll_^-ûJl ^A aaLo-likJl ^j-aaL- ai. bu3 ^ . A_Lo2iJI 

i^llj 3-°-5 1 ^ o2j 2^JI djl— jLaaJI j^-iâ ^L-V» v _ 5 2jj LeS ^-_«2k]l ail 

. <-liLo2ikJl 3^ >*- ^ i—jla— iÎj jL-lo liA J jlüj 

CjLaJÂJl j j hj jL-ui : V ji 


3j>^j jl— J ^'>o ^1 (Fisk et al. 1993 ; Brown et al. 1994 ) J*-a y 

^kâ olîljVI 3^' 1979 - 1953 3 -û ^-â^jll a!^.j* : ^aj J-iâ^ll **113 JjU-iiJl 

^Lull jC. Iajjxojj C-jLo-lâkJI ^uaàL-a^ 2 j2^j ^1 Ââ.laJ1 j 2L-aj?ifl dlLaAikJI £-Uaâ 

1985“ 1980 jo aJ J J^ ll aI^.^ 0 Sdll-o-l^lL ^<a\Jk jUal ^Jl A^.LaJI Alo J A— i^ûlûJl 

Cj31a_a 1I J tJal^ojj^' JIa*jI l$a3 ^1 2 j! j CaLo2^JI je. ^L-JI A_Üll« l$a2 dileLjaj i* n% 

^i-a'âc. j LÜjla^lxlU J ^^^-o-ükJl elÜllI j A-oAiJI où ^ ^ di^a]l IjÜjI LgS > A * ^i > ^iV :^ 1 I 

jlrkijl aI^j-j ^all 1 994 — 1 986 j* Jllx-ftll ^Jl aII Al^.j^ i^eil ^^^Üj^-oII ^jj^ll 


^*Hameed Abdulnabi Al-Debi, Ashraf Mustafa (2014) The Impact of Service Marketing Mix 
7Ps in Compétitive Advantage to Five Stars Hotels-Case Study Amman, Jordan Paper 
Presented atThe Clute International Academie Conférence, Orlando, Florida, USA. 39-48 

.225^ - jj& Jù ij^l i jUt .CjUaiJl -(2009) J î j jS 2 jj3 
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i-i Unl l J jxil wAa-liJl .-li ljlaC - yo-i 3 JI vl£ l £ 2 la Je. l$J 2 jaSjÜll ^ lyLllaA^Jl u 


ylila-liJ! ^ .. Urfj i la£» fcA jâjl^ J y" Ja»ll j Jjj^ull JiJjall ( 3 e * AajIj 4 . l a jiru j LLjaâj 

. Aj ^jjlx.fi j ^ü*-ua UjmU ^ Jq~~- 


"^La wJiLjal jl tAÜa^UI ^J^I^aII A»jjl-i j J.1C. JüA^j J Ia^xj J^Lll JlHj yLÙjllJ 


^ il' 1999-1993 f-iÜiall jL-JI aI^ lIùIj (Moussa, Touzzani. 2010) 
y- âUll J» j]l aLwj* ‘CjL-jI j^il 1 $j3 Cj^jI jjj JU»all J Aij*-all jjJaüJ An^2 aùj çLiul 4jjb^ 
AâL-iaJ O ja£l JftaJl 11 a t3 j£u* aj AÎl^. ^ya Jkll IajL-j vLu^. 2003 “2000 (j * 0 flabll ^.Üj]1 3 


Jla djljJtau j J ylij Jaj la£ y l$-*-ajl— «aÂ , 3 


.1 . N- tl . - \ \\ 


•• ■* l.ll 


j^iaii ijVl JJ 2004 ^ « Airborne » J Jail jl Aj 3?J1 Ala.j-21 Ij^i SCiLa^lx*]! 

la£ iCllLaJliJl AlajA JaiaS oJLjAa. ^AlLa CljJâj ^Joâ J^a ja£l Jx£ yljla.liJl J 3 — u 1^-iS 
^ .Jl^-all J ^ .iJ a l 3>J] Joli Ajjljl yl£la_ail ^jiuu C AU j jjj£ ,j£-iiJ y > >i‘VjVl yll-^ljJ 


2)-® J3-Ü jJaj (Giuumesson, Grônroos. 2012) J ji Jjaî Liji jjc- 

jlSj Ulfc CjLa-làJlj fUWfl J& J 1970 JjS la J*J ? Uàj Ak^a 2 JaJ^* y^X JJ Ail JL, 
^-UaÀll ^g-alli J 2000“ 1970 2>® ;JjÜa J-ail ^Uâj Ala.^ ï J*-Jl Je jj^jjll 

J— Jl 2)^ Aijill JJ v” ) VnJ Jll j * A a g tt . I Aa>lxll Al^ cllla-jVl Cjjlj ^3 ^ u^rviâ Vl J 

^Âll j vJjla^âll j J -oJl 2 W yi-®l^ail Je- < 1 > j5*Jjl 2000 Ù*J la yllla-lill fUâj Al^ja îvl)laJii]l 3 


Raymond P Fisk et al (1993) Trackmg the Evolution of the Services Marketing Literature 
Journal ofRetarling, 69(1), 61-103 . Stephen W Brown et al (1994). The Development 
and Emergence of Service Marketing Thought Liternational Journal of Service Industry 
Management, 5(1), 21^18 

Salim Moussa. Mourad Touzam (2010) A Literature Review of Service P.esearch sincel993 
Journal of Service Science, 2(December). 173-212. 
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Râisânen, Grônroos. ) is. jJahl! JS ^ .CjLa-iâJI aIaJ* Jiaia A_iâ ^ijc. 

s__i jlx-oll Aj»aS Jl jJâjJlj lûjAa-a Jl jLa ^ Jj^—ü A— ijLax j! (2015 


. Wâa AjAiAlia j 4_j J-âJ »“<1 < jp . -i r ^ Ici 1 ^ g i » W*< ^ 'on jl j . >1 ^all a jj . : '> \ ^1 1 


uLai^ii PÜaâ j*h wiLuJ :Ljü 


^-ûAikJl £- Uaill A-Hallali *Ua ^Jj Jji—j cli3_j lldLo^âJI Jj^-uj ^LûIaVI AÜ 
CjLa^LlI j}sl^ JjlS ^jjî Jj yJj C. I u«Via jl£ JjSjoÎI Jjl ^ylj AâL-a] idllhjî 

A. l q. 1^.1 ' sJLilc.UaÂil ^pa*J Jjl j L^a ysir\ AxJ-all 1$ l-ilüj 

* .A_ieli— ail C)l..u. i jpJlj Ajjlla A_a . jj vljlj ^>Jxj 


^jx A£. jfN a 


1 ^ i\fi A jj /ci l aJK J CjLaJlikJl d 4 'i^ rtl l AjuiJaJl * i J **dM <.*.A J >** < 1 aA 1 1 ■ —a à l Jj«û ^ '1 ' ■ .S i 1 


^.lUall ^^ajlâ ii^jLo^àJl CjL-i— j j^a ^ jjuSll f v>A jju^a SAû^jlÜl C-lLa-lâJl IS 


AoA^JlS CjLaJiikJl i _paxj ^lc Aû^jUil ïdslx-ûlaJl J Cïljtt2n».;,all JLa cljLo^âJl v _^a*J ^ic. 


vLiaâ *A_i*^axîl tllLo.lSJI Jla CjlaAâJl 0 uaxj ^.il ^ I jJâj A— âliall AÜî tAi-y^ll 


■ J * A-a^^io j Aj^aV LalxJl SjIjV^ 


(11 Evert Gummesson. Christian Grônroos (2012) The Emergence of New Service Marketing. 

Nordic School Perspective Journal of Service Management, 23(4), 479-497 
^ Hannele Kauppinen-Râisànen. Christian Grônroos (2015). Are Service Marketing Models 
Really Used in Modem Practice? Journal of Service Management, 26(3), 346-371 


-68~66, ^-3 <j** ja .(2009) 


(3) 

H) 
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diLâiikJI Lf lp y— iLrf-i : LÎULÎj 

^lli Ao^AiJl j^all iAÜI ( _ r la. i^liLaAâJi £- Ua3 ^ j—üli J jo3 Ajljj 

^ rjj La L^-aàij klal jailli ^jkuta ^Ji iAl*-ij’uka AjjlS-oi fAau LLl—i 

jiJjl lie JjAÜ i-ljLû^ 2 k y-u>i4% :4aAji*JI uj Ujlt . li ij ujLujaSiUI iaLali ^ jailli 
*Aaa.liJi CjIcI u^tll ^J-laJi 4— lâllall A-JajjLaii J^aÜlj lIjIxj jailli t-jljaxAwill 

Jl Aaa jA*Ji Aa£lali Jjj^I jLuaâl :4 -*a jajÜ' dLai^Ji Jla-4 ^jà A-^aâ-uaiJi jaJ oLxlVl 
i/jjbjli ^Ic- jaSjlIij dil— i^^û]I ^jauq! ûûlc.j ^1 ,_£.}i A_i_oLiJl AaSlali 

jac >JjL,...i^a]i - " ^ t» y : Jij*- IL A^^jaII ujLàjjI jIm^U AjjljjII ja£ «IjLuu-jjaII 

flalfcVlj S*U£ jlSi CjU ac- a_uüj j v_LJl£lll Vi a! jL^-o ^J) jll Aijl^Jl 

i jo— lâLi-aii A^a^ô i j Jpbjil JjLc jj v‘'.ïl>l*kj jjSl 

^2 >g ijll . il jooil ^Ic- wilouliJl uLujÿi ^a. j) j&all flâüÏÏ ^ - > . 1 ^AAÜi 

ÏAjjIHI AjJ^i A-o-ikJl V-JjL-il ^ j û-laAok cllLaAi. jJjial ^J) AiLjaJ cI^IjLj j £-a J-nL*lli 

^J] A3 Lia] JjAÜ ^j-o JüAxJi ^3 Aox-liJI ujLmwijaÜ JaLLj £— ijl AajIÎIj AaIjxJI 

iklil jÜlaVl £C-1 ûJ ^jaaoiJ joli dil ^ oL^ A- ) aA â . l l L-iLba-o jaj 

AjUJIj Ao^lu^l jo^a^l ^Ic. Ajj*— J l A— iflliall oALj J iJr%x IA-aLuVI j j . «Vil iaji-ulli 

i^ljjVl SjbjJ lAjAok ‘•b-tiil > _ 5 -x— 1 '-lll— uajali k _)au^ La jA ^ t ( a^ll jLajiL-ji < ^lc- 

klllaAâ* ^lljl ^i Aocllx-ali LllLwuaj>ill ^y> AjA*JI v." ig > jl : AjLaAÜJ -la-lLol ^jaxLoXûJl 

■ AjLu^ali ^ v . n f t jlli j ^jl ,u )] l klûLoAi. ^jLa ^ ax L.J f»AÜ lLü\£ 


• 73-69.^-a 4A-aij ^ jall 
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jLxjÎ :Uj1j 


jjj— ûM jj£Î v _ >\3Vn J 1 982^ « Booms & Bitner 

.t-lsLûAkll AjlôC. O Jjj^all \ J^j ^glc. 'Joli J ^J^-uJl ^J] .ilûJ il 

c<— 2liîLa Aalc. Jjlla'l ^ j^-oôj jIajSM o2a ] 994^c- « Kotler » 
.jjlaUJl j ^jjlj^ll £_Ja^J Lajjj Aj-h2 a jl-iVl A— uxjpdl j ^jjialxJl 

^Aj IxjIj I^xj ] 996f»lc- « Parasuramau »s-iLûai .S^c.liJlj ^ /v . ^l l ^ic. 
I fjs-ll 11 a (Bitner et al. 2000) .i£l ^ .^^a J] d2U! ^UIjj ^iîill Ujj-iJ 

Lia^ll 3 <— fiBtSüll > _pa.âi^ Iajjj\jÎ l^iâj ^liLa^âJl ^jj— u J IxjIj Li^^l jj£j]l j l jjAJaj ^gil 


: ^11^*21 jJS-ill L«£ dsLoJiJl ^^j^— u ^ ja lJjIoj v j£^u ^ -û>^ lJc-Uu 


cjUiiJl <3^>-u fjA :(10 ~ 1)^3 J 



a ' -i * -i^/dl 

// 

S \\ 


\ 

fc.'\ \ 

y 





6»Wj» 


adapted, from “Superior Customer Service and Marketing Excellence Two Sides of the Same 
Success Coin, by A Parasuraraan, 2000, Vikalpa, 25(3), pli 


^ A. Parasurainan (2000). Superior Customer Service and Marketing Excellence: Two Sides of 
the Same Success Coin. Vikalpa, 25(3), July-September, 3-12 
^ Mary Jo Bitner et al (2000) Technology Infusion in Service Encounters. Journal of the 
Academy of Marketing Science, 28(1), 138-149 
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4*Luu-ija 1' j Aiuuo *LoAi ;»jAÎ: ^2 ,jl£jl AxJjl <^1 Jjjj— U ji JâOL 

Ù3iJ^3 ^LüâjA]' AuxL ^Âll Jj.ll' ^^ic. AaLua' j£jj .L^jljiSll'j Jjjjil ijAaLJ) 

:^L Lû£ aL*jS/' ûÂA 1 Ti^oj . l*-o Ic-lij J La.jlji^TïH jjA ^g\) Ai'-JaV'j 

ull ^2 (JllJ^Jâ ,^j]l £CJ JaIL AÜ*2a1' AJcuSuV' . 1 

S^jjLjll JjC-jll çJ ix^a j sljUi jlli £5 j j^J A^^w jaII j 
^ ^AâJ tillÂl 4AjLa.la> £-L*i' ^-1^-J ^li-'A ü-°^l' j' jljJC-' : (_5^'>il' .2 

S 3— saâ' cJ^-aJ j^jl' vJt^' 0 ^ ^îâl£*Ilj jj.ÂVl" 4>_lJj.ii]' 

cllill c-IjjI Alelij Aie jjjjl' ,ja1 ùJ-l^. cAc-LLil ftUæ] £cJI*j r^jJc.lÜîl .3 

SAaA^J' ^jAÜj ^ ^jjlolxi' £_o ^^-ûAikJl 

JLaauuJ ^2 Jjjjl' 5£jLl«il <JjüaA A^.jA ^^^1 l 'j^J jI'-La.j3jj£j]' hi \ j .4 

i k j r iL»l*Jlj l$J' .\fuuV Aaxoûll AjaaV'j La. j] ji&ill 

Jjjjjll AAAâ> ^ La jl j’^" JIaxIujY 3ja£]1 JjLUJ' clLc-l : jjlal Ua^jlj > Vil) Jaj' j .5 

S La jl jiSull JaIjlII Aâj-J Ç.\jü\ A-oAâJ' oAja v jC ûA^ ulAeLLil OfrUaC.1 ^Aâ-j Lu 
I 4 SI j-J ^^le La jl jiSll' Jji A— i-ij-ali Aa-la jOA^aj Jaj' j .6 

-LlLiAal' A*aijIaa ^2 I gLilnT i A^kjA £3jj tlA jJjluj 


^ A. Parasuraman, Dhuruv Grewal (2000) The Impact of Technology on the Qu ality -Value - 
Loyalty Chain A R.esearch Agenda. Journal of the Academy of Marketing Science, 28(1), 


168-174 
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ujUiUI j-j J yl\ utÜxafl 


<JaJ ja l ^ j La . u l jUa\ £-Ja j J J^ull A^jj ji *Lo-liJI C j Lulu>^q Je. ( jiajaij 
£ï-jJ jl-iC-L VJ l$J JL} J '*^3 AÎJ^I-iaII l$jlcUa3 ^jLa.Ula.1 AjaIj^ l^il^— li JJ J^-aJ 
^.lo J^a. sJL)Lo.làJl ^3— ii! aK.^ jJôj fcsJl)LûJcJl jax:\ >/>\ JJ JâilL A_j| V] .«., Imllo Jj^-jj 
^ iixall \ Lk J J jlaj C^ÜJ Lui .^^ajL-aâJl AjL £_o ^ .lllalll Jj ^-ull Aark^L^a 


iLj Lu Aoxujj JJ o^C.^11 ilùjjiAj jL^-uil £tjjdl jju jC- o ja jxx^a oiû jjajC- 


• A-o.lâJI '-lûl-Uua 




JhU— £ j>*SI <* jfà* jjhlj 5Liû <jfr SiJ :Vji 


AjJâj ^ ja—J' J « Plice » IjLoÜ JJ «4Ps » Jj>uq11 £-a^> J— 3 ' - 3 *J 

©bl£ 1964^lc. «McCarthy» 4 -àJa JjA O JA J 3 V ^ c' j® fi . jj>M jL-SSVI 

t-ljljjilAil c ifnA'i J >L)\ >jj» }J'J I -llo i jjj^li]l vLlV jlaud Aijâ^j Axj Jj^ull }-iiIxv 2 ll Jjjai] 

Æ ^ u . iâ") 1961 ^lc-«Frcy» !>L»o t- Jal Llua. ' 3 -iVl J I J c- -IaIx j J]l AjÜj^— uJl 

Loi t^A-o^âJlj jx— Jl 4A-o!iLJl 4 >- j ul a î ll 4£tlio]l) jjajx . Il _yfc JjVl ,3—^ : j i A+Â JJ ilii jJlLaII 

4 JLlLaJi Iti . oV) 4jl^-uiV' * aik-lJI £iÀ\ 4£jjJl Cjl _^ia) <li\j^\ j <jjalï 3^ 

^j^o :^a 3 j—aLc. Jl)V2i 1962 ^«Lazer & Kelly » ja Liul ^ Jai Lo S .^AjIc.^1Ij 

^ . CjV L raJ V ^ 3 4 £JJ J 1 tt< *^ a .^11 j J— Ji 


( 1 ) 


Chai Lee Goi ( 2009 ) A Review of Marketing Mix 4 Ps or More? International Journal of 
Marketing Studies, 1 ( 1 ), 2 - 15 . 
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j^ir -J]=u_*=uû J-oxj— il Jjl jjÜxj ^ill (Bord eu. 1964) Aja-uII J— ai 

« Culliton » t jA Ajlc. £ jÜSl j*-alixl) £• jLû" — J ull uil 

\ jjuzîc. 12 ^ (Bordeu. 1964) •"ajL_$*-u 11 <. àillfoll SjIjI" AjUS» 1948^lc- 

i^çjjjÜll t jl^_2iVl ï^— aâ-ÜI £ull iAA^lxll ( a — j j $ S^ViaII :^Aj 

gjjJ! ojSa « McCarthy » j^la ^ . JjLlâII j <li^_i]lj s^^Lall i^2ull t^juliüll 

^A o j— auC j « 4P » — 11 ^2 AÜjLJI 1 y. s:\c~ 1 2 ^- a> j 4A_lo*-u11j ialil^Vl £-* t > _ 5 jij_^-ull 

(3>*- *11 ^2 i^-Lalfu j l$2ajljj jj^-ul! Jl^j ^3 * 3 i J1 

^4 ■ 


CjUDulHj Jé-^ vj^l CjljjjLûill Ajl-lJ £-Q 


SjjjS Cjblîijl ^j^i-all 12 a AjJj 


^ jaâl J! u a . .1 jâ.ya JUflJ^l La.j*l^j£j j^laj ^JJ AÎU-al iAlal_2ill S^^Jl j^iali > "i l n« . Al i a jSa j 
j*-alic. JLl^j 1981^ « Booms, Bitner » ^ilJal !ill« iaj— aile. Jja*j ^a :u.ixll 

o2a ji (Constantiiiides. 2006) ^jj iaJL*aJI o2a ^ .vliU^âJl >.i»nlid ^L-aVl ^->_>a 11 AiL-xo 

AqUrt aH j—üll Ixjj ^^-ull CjI j^l >■ A_ûl£Lal .je. jjju vIAjjÜaII 

^ .(. . jjp&IVl ^ ^üll t^C-Vu^ll ^ ^-ull iCjLoAâJl Jjj ü <. tllÜDlxftj Jjjl t.Hlg.’i^ioll 


<3U^a1I AjLj-uII AjI j^Vl ;>» jjjHI J (Kotler, Armstrong. 2012) ià^V LaS 

i^julilill - ^->\C- 4 à ) . ^-t \ j I l yj j).-i<) ^AA L ^ > 'loM l ^u^aII ■ -^1 ~^f~- /^û Jllkl J J j ^ . ^1 *■ ^ A*i*\ 

Lûjâ v." Waijl A.u.'-illl ji ijljjj Ia^ . ^sIiaII Liai jl jâ .1^<£ y. àjlâr’ill L jr^ ^ j^sûxS 


^ Neil H Borden (1964) The Concept of the Marketing Mix In Schwartz, G (Eds ) Science in 
Marketing (pp 7-12). New York. United States of America John Wiley 
^ Chai Lee Goi Op.cit. 

^ E Constantinides (2006). The Marketing Miz Revisited towards the 21” Century Marketing 
Journal of Marketing Management, 22, 407 -ASS. 



77 


S-ijli J&\ jA killi jl £ 131 U jjL Iû^-û«10P’s»j' «7P’s»j' «4P's» j^jÜI jl£ b] 

(l >.JÜj]l dsla.Lua.1 AjJjj jj— 21 j—*^/l jJ j* AXûl£la AjÜjj— u ^e-ol JJ J 

f Jfi* 


^ Q . ** i l . .i ^ V 1 1 ^ ^0 \ ^ ■ ■ >1 1 U \ U ^ <1 1 4 ^ >1 4 ,.«..< ^ \ l 4 1 i . ii J ^ 0 i ^ . .i <11 ^jj^Jl ^ADU 

jj 2 j— d! Ia^jj j]l Au — uj jll dil jl jül J-lau -ija-o Aû£j Aude. Âjjlâj ^jaA tl^SI j— il 


vjxau Ajl J Jl*i j$Àu Jjj-ull ^cjjdl jj£ »l JU . Iflinfij jjlijll djLala. Ajtjlld 

4A— u- ijdl J 3 y^-\ Al -a^' iVI je Jjj— oll LaLuill J - aÎi . *113^ ^-a-u L *£> 4^il$— i jj jdiü 

^“1 .Au ^u^x i -vaI] *u£jj— ull flg-dl ^jlaJjSJ <ioj 


4 iQ i j.-.*il l 4 i-t ,'i'S ^\ j djl jjjddl 4 f- ^ ^-v ^ Qij.Al l jl (2009) j^Adall ^ JJ 

<1 1 ^ le. 4 <c <^ ..r<l l AÂilôjll ftljl ^jJsjxj ^jJaxull 1 3 - ^ ■» i ^ ln ^ a*<»**< dll j ALol^udlj A_k:l jlall 

j* A/Li^jil Jjjjdill dil jJ" ajI Jl (Kotler, Armstrong. 2012) jj-d US» 4 " J 2alaâ-ûJI 
^CJALwlj .'y- fl . ' . g’u u d l jj—Jl dilièji Aul >"u . i l A— u-i^a]I jaS j]l 4£Uj jîj £J j JJ 4 j»— J 4 .J 4 I 4 

tj^rV^llj AJlolâ AiolSlftll dlljjVl J djljuilall Ae j^-a jt JU*J jLj— ull ji Ia-i 

4 jjlujll djjè JJ dila.La. i*j/ (jl j*À' I 4— fll.Vg'w J L^Lilâ. ju ^jj ^jll 4 £jjjlllj 4 ^tJjjjjl 4 jx— Jl 

: Jl jdl JSdJI J U£ Alld jl«j jiua. 


Philip Kotler, Gary Armestrong. Op.cit, P52. 

^ Chai Lee G 01 Op.cit. 

.74^ ^ ^ .(2009) jj^i ^ < 3 > 

^ Philip Kotler, Gary Armestrong. Op.cit, P51. 
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AjujVt AjAaÜjJI : ( 1 1 — 1 )^â j J£Jj 



Adapted, from Marketing management, by Ph. Kotler. K Keller andD Manceau, 2012, P30. 
AjujI 2>-» jl j—Vl v-s).^ u.J o\ù\ ^A ^jp-uil Jjl J_ya “T 

^ ' I A_JI ^a]l JalfljJl j— allxJI Ajlfc £• liiStaj . wJjl jl ^ill Ac- yixa l^-La ^ 


j j Jl ^2 A— —iljuJl ^l vlîLoJàil j ^L . Jl kc. :^ T V ia I I . 1 

^ic. J ^a^JI J^i j^j jll aj^Aai ^ill ^LJl ^Jf-Jl : j*— Jl . 2 

ï v jj2^lMiAll 1 $_îjIj jl r- 'JLo 1$ >Vix jjta» a]-» Ji>1 ^jajÙxx: \ £j j jjII . 3 

.AjI^JJ ^jjS^L- uJl jjLjll ji *. jj ^jiall j—jla-o jgJoj ^^ill JL-ûjVI A^aJul :£CJjjiîl .4 

ujLâiiJL (jais* ^jl\ AaIjJI :IÎJIj 

dsLo-lidl ;j-ajL-ai. V jLjjC'VLj V AAjL*JI £U j<Jl J— «a Lie. ji Jâ^jb 

J— alk il^L^uU ^ ^ jâJ clsl jl j3 £jj<Jl 3 ^jj-Jl ^ 

p'Jâj a ^jbJl j^Jâ-ûll £-a j Lia*J »>i » } £_* jjb j j J^iLA^ _)-û A_o.lâJI ^ >Ti.a jljâVl JcUu l$_La 


(1) Philip Kotler, Gary Armstrong. Op.cit, PP 51, 52 
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AjjlLa < LjaJ I £U-ajl ^ ^ £uJI j^x\ç . < ja * ± a ^*£^1 Jjj] ^_ r l^ ^\luj\ 

■ >- fl ï i f u a ^3^ '• ■ ‘ - ^Tj I fr i a > La Aj ^C- ^Jl 0 jL j j ^ >*-^ ^llLujI ^-ûljJ £-o 

^^jliill 0 j3-»Ü aLaj I jjjb J&i\ g j yij \\- 1981 fié'— « Booms, Bitner » ^Sk 4 Jili 

^ .*Lo.lâJl jUj Laj j CjULudl AsLuialj tilljj CjLaùâJl Jjjj— u 

Llll— uu j^aI! 3L*-aî JjlS Ojl^c] Jji ^k uil cd JJ u jl . 1 j- mV 1 fjfc' ^j-au^Jj d£-°J 

(Jjl—u-jyallj ^1— Ai 3 j£s Jjl 3^-4 (Borden. 1964) jLil il *4 jc 4 j . ^a ll 

Sjl3 l$-Ls L^a^^aA ^liLa^iJl £*Uaâ ^-5 Aiâ^-udl i"ll>l.n?J ^jL V a 3 Lo£ tAu^jjJl 
k^LüY' ^ J^jLîudl ù\ j&\ Â^b V AÎuô ^julîill jx^adC. ù\ju\ _)±vu Æk\ cAj^uil 

»- fl * <- >v il j o^üi ialfij Jjlaj ,_jfLûJ ^ . l^— lAJ A_aAiJl AjIaC- j ^-iLall j$Jc laII jl 

:^l ^all Jj-laJl LaS A- i a. ^Â .]! iI j Lml u i ^ all (JjJjaiuII Jl=wj A^.j 3*° 


£-*- j*l\j j .uftili ls Aij+m ult £jJa! 3 cix-iallj ô^aJI Ù& ^ : (2 “ 1 ), 

4 j 

4Ps 

7Ps 


'•> iy L.lqjLj Sljl ; j&iiil ■■ • ,^4-àll 3$— 

»T - yù i^j-aâ-Lo î ^ L^o^—aÂ 

. " ' S, i ^ .v.^u , i ALlâ î^àlj 

jykù* -AAI jo£ 1 y^Luotü jâ îLkL-ajl 
j^A*_o J _jjS j^ùu j i^éi jl 

. qj ^ . ,'' Aj^Iül J'-" 

SjaJ! LLL 

j!) jîiâj ïAjUSII ‘"uâ Lu Jjt. iaj-u A> 

Aa-uL jj ÏA-Uikll ^3 Ail^uoH ^j-aLixil 3 

-ÂiSLü 

a*— i^Al' jÜS' 

,^-v'iU ^ U < 'la'll i, 1\ - . >> 

. AiLjq.ail j.^ili» 

Jalil 

. a» . ^ n 


Reprinted, from: "TJsing the 7Ps as a generic marketing mix: an exploratory survey of UK and 
European marketing academies”, by M Rafiq, P K Ahmed, 1995. Marketing Intelligence and 

Planning. 13(9). p 13 


^ Evert Gummesson (1987) The New Marketing Developing Long Terni Interactive Relation- 
ships. Long Range Planning, 20(4), 10-20 

^ Mohammed Rafiq, Pervaiz K. Ahmed (1995). Using the 7Ps as a generic marketing mix an 
exploratory survey of UK and European marketing academies Marketing Intelligence and 
Planning. 13(9), 4-15. 

(3) NeilH Borden Op.cit 
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ialij J) AÜ-Ja] oAja o j2 Jallj jl jSjjj JjaÂ jaâII vl£ jl JjAaJl ^j-o JàOü 


IAjAju jj£I dUÂ£ jàx-i Ajl jit A3A j j >L-aâj jj^i £— i j^il £Â_jAiil jjjju !i\lo iAial£ 

y. . >> ,** \ t da» I l ^AjISjJI - ->il ifl w i /jAwâ 4 » ■ -i j^àjl ■> «C*- r-. \"i Jj£LôJ l 

aJj$— J ^Aalliil 0 J^a 1I ALlLoil A^aJl ^ aâLÜI £_nil ù\yfy\ j ^tViaII 


. clsLsAâJI k—Uuljj Lu Ax^L-ul A JJ& ^AC Jâa^Xi Ajl jjc. n^jl jJtlall L-aiiJjj 


."il iji .."^ 1 jcjJaJI t**il * a à c. 1 \.^i ; Llillall < 


^al^i j*-alic. A*f~j >" i%u.oi j ^1^. sSj\ £J_^I JjAxj AAjLLI yljlAÜuVI Cj^ojI 
^ i $Lij L)] 'T-aL^jll l 3 *-^ JJjfcJ— 1 W-^° w?' JaI^J <jl ^ n-k) i ^-ôAâJl ^o^uloII 

AjLjîi-o ^jC- ^âj*»JI ^ajxll a 3 /jA-iajj j^J\ ^\ yJ^\ £.$-*y 4 —tîj jA ,^-aAâJI J53— Jl 
0) .^KJ| ^âj^xÂllI ^ujjJl AjCjÜI j-ualixil Jo'i£jj Jjj— üjj Aaj_^û AjCjàll ^oLaII ji 
;ja]I .^Aj^uII £ej_)a 1J AjjSLail A j . : >.i)1 j— alixll £ j-i IaA ^ Jjlai 1^31*-: Luo 

A-aiiJl 0 lLâ :V j' 

ujLi jJ ^ Luiy ‘LûAâ-l! ^jAa JC. ^ jj-La JJ jLu 4_aAâJI A_^*-ij^ Aj 3 ^jaL-u Aj 3 ^Âll ^ A-ail jA 
Ljj^Ja I3J ^-cAâil ^iL a l l Lu - K-Li ^jjxjJ ^ • v>5 — iSLj 3j— 1 ^ ^a^j'uüalaj .jjlj^il j 

jA j *Sr^ jl Ja.i »— J— illail 

:^A j A-oAâJl ^uüû u_ûl ja. J^a AAxi 1 ^-cLjIaI O . io ^ r : Aj-oAâJI A*u~jja]I JjtaJ Li 


( 2 ) 


.78 <11 jx .( 2009 ) jjaJa 11 Aala ^iL 0 ) 

Hameed Abdulnabi Al-Debi, Ashraf Mustafa Op cit 

• 80 ^J-a ^a j-a .v «-' JJ jLuC. «Lipj i^CAi-»*-all ^uila Jjxxa-o 
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‘d}Lû.iLa]l cllLûAiJl ^jUaj j a . 1 


SA^AaII JjLaJiJl ^ jl-uij aJ .2 
SAut.lffcli L_ill^aVl ^IaVuJ .3 

ùxj Lo i-ljL»^2kj sJjljLuJa .4 


k*±±l\ jj*u-u :UHj 

^Aj tl$jt3.2j jl jfLaJ Aj^iill ^jÜIj jjJ jll l g . L . ^ 3. % .. ; ^1 ^illûll A-ûfcl y* jC jx— Jl JJXJ 

t l" jj\i ; ^IaII ■ o i U ^"i ,i ^ 4 4 p i . ^->~'»a l l ** il yrL 1 \ b y ^)' a Va » ^ 4 <bf- 

£• 3-û^-ô jUjc-V Ij iâ-Sf l >>j <ii3A3 . CjLû^II a£^1u:I j 4j 1 j2j ç. 113 j jj jll U >11 j 

V ^ ^4^ *bj^ ci' ^ iiifl J ^^IaxJI Cj 3 jîl J) AiLûa] jUj*)/' 

(jl C_1^J Jj Jjjj3l lg-Urwlj .^ill AjjLaI' s ttjlK'ill Jj^_û ôjbjclj ^L-Ja Sjiâj jx— 23 j3àil! v _ 5 -i-ÜJ 


P) • 


: l^ift J J* j jx*J l .^i JJ jj ». ajlK^ill j_£ jiJ j*-aljc. J jjk J jIjj&Ij ojlai 4 jJ] jlâij 


^Ic. J Jjfuj jjJ jll Aüjj ^211 dlS j3' 4ii£ 4J1 û1a1' aL^ 3I 4_^a ji31 4 Ü£j . 1 
j^l ^Ic. Jj.^>-\ll o jIaVuJ jSaaJ' j* jl£ ^Ulj a_o^âJ) 

Ij] 4-a.liJI ( ^lc. ^ jjjjll *^3^JJ ^jll ^iAÜIj ^ . Ijn x H .^->11 j .2 

S ÛJ* jSj çJ 


^U.o jUàljVl^ iA-ûAiJl ^1 C. J j— ajJi jjjjll AÜjj ^jjll AÜSlil .3 


,o j j— a 


.cljoâ jb : jj jSn -I^jj!!— »' j .(2014) Jjjs* 1 j J4> jj* 0) 

.108^ 

<2) Philip Kotler et al. Op.cit, P32 

• 80^-a ‘c3^'-“ £t> j * .JftV-*4ÎI JjI^ ^ J ^ 
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Aj£jL* iyuJ aJLoImiI 3^' j^a A^a >31 A-ill*. ojVI CjLJaxII 33»J 

^2 j] Vj . LS»jL-i c uaawul uikj 3jfJ^ Ali^j ^ ^^^jA.31 JJjl3l > - ull 3 Ijj]j A h> A 

ôjlc. jj£ j3l fJJ dlîjJ CcjLo^âJI ^uajl wuvl v._l u3 1 j ûJAxIo JjL j*—â AaJjj £-UaàJl 

^ ’.^jy^ 'j* A_JUi jjSÎ Aj^jjjill rc_o! jjjl 3*-^ ^ajL ^a?kH o3k ^^Ic. A_û^X-V' ^ 

*3l3o Ja'uij A-ûAiJl ^aJ-ifij J^a AÜ^HaJl ^illaJl jl jj] . 1 

*3*131 j v_UjJdil JiU. ,j* A_a-li-ll .^-o-iLo ^jljl^_a JJ jiaj J ^> ■ ^^ ■* 3 1 £j 3L ,»La2AVl .2 

Jj\)Fw.i31 ^3 Ajà3l 3^*- J AjSI - 1*^x3! J -li3l 3° ^*3' 3^± 3’° Aj 33I Aj » -a3l jj j*j .3 

* l*. n .a ^ Jj » u> 3° £-2 JJ J 4_i.o. l3 1 A_«l»»j j31 Ajco-jj t ja£*- i 13k J diLo^ikJl 3 »» 

J- . 'ya ^ . i» . -i ja !' o j 3 jJ Loj A_âA 2 kJl ^vVq \ ^ ^2 -* a 1 . ^ i ^ <1 1 A . ^ «\l l t <*< 1 j^\ I Jji -4 

.^jLa 

a_ô.iâ 3 jjjjj :bulj 

>.. il^Vn La Ulfc djLa.l3l £J j jj (ji jjC. t <jjlj jll ^jLa^iJl 33 oj] l$J ^ ^^31 A jftftll jA 

. JjAiàil ^gj] >— fl jl j3 l J j -/a3 Ajo-3U y^Xj» 3^-3' 5* Lo£ A_aA*kJl jaJ-Üij jlS-a ^1 3j^j^ J 

i^lûjajVl jl * — jl ^_*-aikJà]l j j J^:vi l 3^j3 3 e ® j3Llo ojj*-aj vJlsLo.l3l £jj^j >313 


. 1 1 3,_>-a J* -Jjj3 J *3^ i^î j>— ala Aaa-a 

. 8 1 ‘ 3 ^L“ J-° •»• 8 ». 1 JJ jLoia Âjj^J k^t^ia*-ai' f v .til> 
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<f\ jfi— Jl j A_^.U— JL l^_ia AÜ*ILall ^Lxa tCjVlS^ll Jj£- S^Jilia JJC. o j 3 — <aj j'i 

W .<^U J ^^Jüa 

Ajaj j^oll oliül jLn^l j v i* '.j.-> /y* ^ j$ÂaIl ^jC- A- 0 A 2 JI £jjjj >■ tl'ivj V l_a£ 

^Âll v. 1>.»\ \aW £â^all jLuà.1 ^Ic. JSjjj CllLa^ÂJ) £_} j jj Jjl V) tiaLJali Aj^j j ojL^l 

J_jx^ jJI vJ^— u l_jj 5V^ ^jjb^ll jlH^J ij ,4_jjtjjjSll oUall ^^—ujjJI e^^aJI JLaj 

^ 9 \ ^* j y\i /M 1 l ^Ic. A^»JikJl A_«i— ij^al £i^<a jbÜifcV AlatSla <— jIjJ 1 î> j kiüÂl .Aulj 

Auâl jaL^jl ilsbu.Jl Jj-laL Jyj± ^a £3^all A— iljJ $£3^«JI ^jc 2 jI*JI j Ajiiüll A-uiljJ : JLa jjjIxaII 
Ja l— ul l j 4^jl£— Jl r '%% fc^Jl xrfi'iV) j ^Jiiill JjUxj A^l— laII J^a ^2 _^a 1I cAiioLail 

^ .oJ^rw^oll <. “) 1 »,i.. > j^aJL JIoaII^ ^-o-iiJl 

■il jft! :t«utk 

L>* l^uÜla^ <— fc-ij»alL J^oLolxil ^1 A-aA*JI ^^-a-LLa ^j^ilÎLaloi) j ,jJ.l*J IL* LiL 

IÂA j^Ja A2 j ^ i^lc.Uj]l ^^JLaj JLwaâ-iVl A_a— aLk £»a (j^âli La yt> j i^jjL^il 

JjjJ jlflcV' 0^ v . >>J ^ V] ^.liÜJl ?u_^aJl ^ -aâ^îj l £Jj]l «lij j,* s i \x ]l 
le j^. ^j j )K .aJ cllLa-lâJl tJllLa— ijpj ^ ^LL^I ^ >■ * $ a ljj-i ,j ^ixlj jljâVI <jl ^LaA il— il 
Sjlj*j/l J^a >-- JJaJj Loa l£_nJL j A-a^iJl £ loj] ^ l-Jajl j^oAl— iJ ilgjlJ A-a2^Jl ^Jia J^a 

jl JjjU jJl J^ic-lij Ai^lt j l— bjl J j.lc- Ajlijil j Jjlalxll jjiakjj v_ujJj j jLni.1 

A» al >1 ^'Oâl^Sl Ajajj .â_iajül Aadâil ^ûÂaJ: ^ ^^ij^uall £U_^all Jjl .^2007) _ÿ— ijl ^Ic. 

.43-66 ,(88)29 * 

Aji-ala. ALxx .AjâAÂil AâlLail ^ic AjI— l£*jlj ^aAâJl JjJaî' -(201 I) AjC J-ajâ jL-C 

.1-35 ,(l)l ^L-üâVlj^jbVl ^jLJl 

-48i>3 k^l— ^çw .wiialc. ^a^jil -lie. jaIj^ 
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Ajyuua Lo j iA — ^ a AVÎ ^jjÀll ^ Jjl^J ^-^^l oAj^J ^^jjJl ‘illjAl ^ 


^ .JjliÜxil ûAA Jia Sjb) ^ 


i **t l i^ a* ^ iLujJLmj 


JjjLalaJl .il _^L-i ^glc. v-lu^. iA_aAiJl fJAÏj pli) ^-iÿ aL-ÎuVI <il£ l^-J A*-aL 

jJ j ij^lxll olLx^ll Ajj^JI A^kjAj fcA-aAiJl—All Aifi/l A^kjAj AaAiJl ^jAÜj Aiâa^j 

jli 4*I1ÂJ ^.jUüjVIj ^ jj» % ^ A A^ij j djLa^Lt-Jl ^ÛJj A-oAiJl jtajl ^ J^LjJ! villjlÜ 
^kU'n AaA^JI AjI£a 1 AjôâJI vliLulfLoV 1 J ^LoAiJl 4-jic-l £>lü] 3^*2 j W 3 cljl^/1 

AujiaJl AÜilxllj ôA^aJI j 3^*-a]l 4*ilÂ ^^Ic- JHû£ A^AiJl cl J Aie Ujlj^] ^Üj ^bLaxSl J!/lâ. 

< 3 >.^J11 j AaAiJl ^j-ûAA-û La 


^ * ^jLaJI j$ fc^l :üuLmj 


3^*^ jl i j^jü A-aAiJl ^jASj A-oA^J— uJl j A—j ^aLall 3 ^V a]I jl ç \±^\ Ail£» JlaÜj 

Sj^kÿl j /jA^UJl j$2sxaj ^jlxJl A-oAiJl 1 ^j2 ^Sjj ^^1 A^uil J^Lx J^a ^ l$J ôj^x-a 


A ..j,^sb : i ^ ^ 1 1 4 ... j a\ l ^ tC. t ]-^ il i^^J l ,Vô '1 4 \ j l "v <\ ^ k^lb < A . . | » ■> MJ l > 1 *>» <sl ' j» 


P) 


.A-oAiil J^j jll CjI£jA« ApLoJl v— ijl ^rJl s _ 5 Ie j^jolL 


.80 w ^a 4 jjU> £> ja . AaU. ^lA * !> 

. 1 20^>a 4^1 — j ja . jjj^l J ^jl J>—aio -iAA_a ^ 

.83^ 4^1— J-** • < jj yj!" 4 ^ Ajj^j 4 k ^C-^ka*^il ^»ul> Jj)o-h<i ^ 

. Aj^a-Axc Jjl-k')^ XalS ^1' >^' vJ— aÜ' jAxail llaS ilnxj ^ jjûlall 1ÂA Axa*S' ' ^ ^ 

.49y_>^ 4 ^jL-j -4 âl-ilc. AjC. ja! j 

-239^-a £*• J* • Ajj3 
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J Jj\ 


i ^ . fJa joj Aj 3 llôâj cljLaAiJI £• yJa^ol Ajj-A—jVI ^Jj ,J*-aAÜ IÀA ^3 li3 j]aj 

jâ.b ^3 >■ " ■ ' - aA 'uui ( __yaj'u-cxâJl ôÂA jl ti ilÂS UI— ajJ .AjjLall ^L-JLj LmiU S 1^1 S^J-o-ol^ t _>-ajL-aâJl 

^ ,Q-x. \ | J , ,m\ \ \ 4ÜU‘><'l l ^ ia \Ô^i\I j^i I jixj I- . 1 1 1.1 L** \\ \^> l ^ il J >” » 1 ii^sl l C- I L»C ^ \ J . ,>“<1 1 

AilalaJl J •uL^uoll djLwiLi«Jlj £i»al^ll JjAxj ^-3 IajjjIj \ Â£» j _ic.lij]' j l^-Lo j 

^-L^J AiL-ajj JliLoAâJl ^uajL^aâ. Uj&L o jaivS^ 'ÂA oi . ^ij^ujl j*-alic ^-3 

i<h\ç \ ji cl:Lila*Jl 3 A— ^j^LxJl ^ AjA*jj AljâVl Aluu_û ‘ ^-«alic. 

• A-U-i^aLdl ^»AC. A^.J- ^jiaji^j ^__ic. ,Ja*J ^Âll jJ^Lall J^-lâ-oll 


-s ' . i\ l ^| : »\» il ! à . .■ . .1 ^ /i H ^ 1 j» ■ >1 l \ ^a ^a£ A_«A^Jl 4 < . . ■ ^ . I < ~ \f*. j . ^ V. ^ *j | 

lAjâjj A-oAâil A—i^alaJl ftU-iVi ^ *jLoloil j Iç-id wjjlaJl çli-Jal J!iL^ V) AjIc. 

AA ^Tk .^ 1 ' SjIa^/ 1 ^ Vj Aaâj^uil U jlji <Jjiîill A— .^Lu ^ dllil j g sxaW 

j£jjj Lfcjj^Jj l^_2klaj A_i-u-i^aJI jjlAj ^uü ^lülb .^îL^i-uil Ig Aj ^o jJlLoII iÂ$J 
La A-^alik ù\ju$\ AAC. ^ ojjjUÎ L-a 3— aik jjÜaSI lÂA ojIa] ^ l$~ull »Â ^ A-c ^Ic. La A^ 

^jLall j^isuill ojIa] ^IomjIxuIj Aial^Vl ^ >^11 ^3 JjLii <±1IÂ i _ 5 ic- ç.\h . A_Mi3'LLaIlj 

. A u > A .- v 1 1 A— ^3 
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4-a^ibU jfrlsuii S jh) J^àJI 

jl fl'm .i^.aLa ?àC. A-U^atâ. CjLoA*JI (jA)l*-aÂ. Jjl ^il ^jLuiil v >*-ai]l ^ UÜjIaJ 
La£ 4_iC- Ig AUfta *ulc i : » > /»') ^ ’t^-La o-ilil^Y' <jid u IjJSjla 

^Jc- A-Loj^aLJI ^aJC- 4-i — taiL ^ya < ijiViH ^ya JjAjuil <11 jj ^JsJ J^a ^jLall j^ixall jjJ ^jL 

A-a.'All j-Ja^a ^dbü <jl J—aAll I^IA JjIaJ t>illj ^^ic- .4_a.likJl 

: cA ^ J }' 1 ^ 

SAj> /:! jl^yi jljjV'j J-lauxa j» 3^i-û r^^LaJl jg.^idl clr^aJl 

.^jLaJl j$ Kdl 
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jImiVI j'j-iV' j jJÏ Jixlâ ^^.Lj j$ÜaI' :JjV' t£*au*fl 

i 

Jllo j2u LoAxj Loïc 40 Aio t_^jLoJI j$2-ia11 AaJjA jaJ ull J j Ja.Ul Aa»jj 
^Zà\ Lo 0) ^aaIü-o A ui . i\ JjL-uji^o ^U— » ^ "àJLyju o!aI£ cl j=wVl" jl jîxj (Kotler. 1973-74) 
j—a Lie A^\£ Aa.1 jAj >j Ja. ojljJ Je >^jxa1)j AjLjjSLo v J4 a -j <Jjl^3 Sjàlj ^IiLuAI Aj 

Ajlê JJ Aj jjl £-Ua2 Je Ija& -lijj JliLkjVl Aj’lê jî VJ ■ tlJLUâUill Jaj J>jj-u 1I 0J j]l 
t >JjLJLu-ia11 Jlo <sJjâ_o wiLoAâ. jL-j J £— <lj J^-^r j-a-a^Jj Joil ^jji CjIâu«— ail J Aj 

AjLJî $IaÎ£ AjûLoII Aluil" J Ju VLLo (Baker, Lamb. 1992) fjAi& «U jjè j .il jJI * jAUàil 
jâ»I Axj Je Aj 2 ajA&l AjA^ ^ â -Q. 1 l^aC.Lu«oj (Bitlier. 1992) Jliû JJ AÜ-Jal ^V'CjI^LuOmLaIÎ 
A^Jâjill ^IaaVI ^-^Lo Aj^oS AuxL JjAII Jej jJalxJI J ojjî jA j 

( 3 K JLjll J-dlL J» jUJI ajL_J1I cJ>Ia*V|j 4 JoLUJI Ui Jâ.lAÎI 

j^*-ali jî Lil i£- j^^aÜ ^2 Jailli J jjo^LJI LfcLjaâ Jil clll jL-Jl AAe JJ jikiilj 
^AÜj Lao J£l fl^.ï)**)!] j/x ja i£l! VJ £ jlaJ V CjLuaVI AaaJ ja jl VJ •■? Ala. ja Aê- 
a£J-aa!I Jaliill Jjjâj >_tf .2u.ll j CjjliSll -Lliü jl ^* 11 % Ja le jHoj 1 >>ix>lê jjj*j Jl jj V ÂJ ïAj^I 
ûjjjIj iliLj ja»xa 1Â£j AaLj— a ôIaIS Je SjLxa-iil JlfLûJj ^jj^aIaJI a-âljl ^UjAÎ J A—aLk 
V* ll-yVl l$J Jljj V jll ajLoAàJl 3 J" J A. J’k jj£I £ jiaJl Iaa fc*ALo JjIaaII Aj jA j 


(1 ^ Philip Kotler (1973-1974). Atmosphencs as a Marketing Tool Journal of Retailmg, 49(4), 
winter. 48-64 

^ Julie Baker. Charles W Lamb (1992) Physical Environment as a Hospital Marketing Tool 
Journal of Hospital Marketing. 6(2), 25-35 

^ Mary Jo Bitner (1992) Servicescapes - The Lnpact of Physical Surroundings on Customers and 
Employées Journal of Marketing. 56(2), Apnl, 57-71 
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j L &gJ j jg-luall ? j^Lû s jC ^jla j-axll A^ljl Ll^i-ail lÂA ^ Jjl^i l«iIÜl ^ .I^LIAj ^ 

. A.^.lf k . 11 A— u-j^aII ^à l$_iJjJ Aoau j! jj— iVI jljûV^ '— fijxjJl ,jC- 2yL2a3 Ajl .\\îx"i 


4-a.LÂÜ j^Jlalt AjAU : JjV' c-iÜxaII 


^ 4 l j ‘1 ^ui .^Jjâ '• fl ‘ ' C ** 1 ' V L û-ilC- J A_U-I J«H I 4 U 4 -V > L** 'l r, W 1 1 ^ . -i*l*l 

Ajjj^j Lu ^LM j^JôaII jjJ ^jJU La .A^Aiuil A— u-ij-i ^ A— jxLaII cLLiVl Jji) ^jjLjll >* 
û jjx-a J jfL aj 2C-U-U JjL-iJ iLlx u Lui IAjjC-j ^Ljlj^ll i jjfîj.lll Jlû kj-iyoLo yus^JiC. ^ya 
La J j\aj ^ .AjLS^Lcj oLJaj ^^Ic. fie. Jjjj Lui ^jLi jj jjjLJI j A_«u->j>i]l 

.Aj-o^âJ! a “\“< j^ll -À aüxaa l j ^Ull L4 I ^_ ] <L' 


jjUfl j4ÜJ I ç*j 4Â4 :Vji 


■LLLl ^^3 jaxII _^àilL oLL-û J ûA^J>-û A_û£_a ^jLJI ’uJal J ^ jgÂa .je J2 l-v ill ^jjxj 

jl ^ kAjjjiaûV' vljLj^Vl ^ c.lj — j ^ ,Jj 3 O-® oLilaJl >")1 -k.lla.^^11 jjj£ ^ ji ^ 

A^talik j £ j*Ja j>i v jC jua^il iàlift/' ^Uj jLixi-J > ur.^j ^ (t) 


^ Azza Temessek Behi (2009) L’environnement Physique des Services Synthèse et Analyse 
Conceptuelle P.evue Française du Marketing, 225(5/5), 3349 
^ Mary Jo Bitner (1990) Evaluating Service Encounters The effects of Physical Surroundings 
and Employées responses Journal of Marketing, 54(Apnl), 69-82 
* 3 ^ See, for example Azza Temessek Behi Op cit . Michela Mari, Sara Poggesi (2013) 
Servicescape Cues and Customer Behavior a Systematic Literature Review and Research 
Agenda. The Service Industries Journal, 33(2), 171-199. , Myrtam Khedri (2013) Négative 
Perceptions of a Store Environment: Design and Validation of a Measurement Scale Journal 
of R.esearch in Marketing, 1(3), December, 62-73 
Atmosphen.es . Physical Dimension , Physical Evidence ; Physical Facihties ; Physical 
Surroundings , Servicescape , Service Environment , Service Evidence , Tangibles . 
Atmosphère , Environnement materiel ; La Preuve , L’environnement Physique ; Lieu du 
Service , Support Physique , Sensonalité , Servicescene , L’environnement du Service . .. 

ÂjjIaII Âjjuil ia^aH aju j î L *. i l jLià') l l i^jLdl JaL^' èAjaLJI ja\j-11) ï^jIaII jU 

Jj'jïll ïAjjLJI ^J^L^uul) tAjjLdl 4_.ilc.jil î^jLil .lni-» a \\ iLiJâJl jlL. iÂjjj*-lll cljxS'l 4_«Aàil 


-4jjU1I 
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JJ j' jjV» jlifc j'j JjlJ»3 JfrixJ» ‘AjjoII J> A-ujxll uil^V» J V J» J U J&î jîj 
jx^ Jil cLu&l ji JjI jUiV» J eÿli^l" « Oc/oraf » c %>x-o J ^jjtj Jll « evidence » AaI^II 
^ 4 "La _J sIjIjjV Jla.j ji» jLlaII" je L-aJ 3 4' J~> .*-> La l^al ji jilxj 

^ ...Je. J .3 4 j*^ 4 _>$-Ji tCLijji :a^J£ Axj^xII <*151 J j-iilil JÜ 3 JjUij 3 

.(Kotler. 1973 ) — j cUa» yt ja ja&JI J «Aîmosphencs » iàü JLa*lJ ji U£ 

3 » AijC. J cl 3 J» 3*1 i^jiajV 4 4 vl)l jliîl" Je. « Oxford » yyxxù IxiJ iâilll U> jaxj 

J j }j»'i\l LiüJ J 4 ^^Uaj-al AaÜluiJ Jail 3A3 ^ i’La jl£x J 3^. £-lJaj» je. 3! & Jii-a cLjaS 
1—13^3 t^Jj La-a . A \j» x i^jLjjaJ jJlJ jl£ 3] 3 4oli*-o £- L-üV Ij^âj tJl^JI ^^-JaiLa je- 
. J*Jl JC. jnanll L$-alJl Je. JaJ' JaJ j* 4 inJl 3 jJàJl 4JJJÎ 4 j 3*]}! A^J Jl Je. ^_fij*u 3 l 

JJ J 3 < 4 j JJ~u La 3A3 "J J j“ j* "Job" 4 -o& ji JJ C L^oll JJ-L 4<ilij J 
Ji "Je. 4Ji JIJ3 t-l*£j» J A^£ù ’Ji' ji \y y* 3II ^yxA <. i j . s\\ ^ 14JV4 <taj3 J» J» *Ueli 
*Ü -u^a. ^^Jl J JJJI Ü c^VV^J Jft^ 1 +***. jLijVI J WJ» 3 4 -UlJ 0^ 

ji jL-ûV» j* Lo 3A 3 J3g]^ll jlLa 3* Jgpl a\\ j» J3 —ixûJI s_j^Uall jila f ^>*a JJ Luè 

lax ^ü 3]! 3 joajl ^a^kJUttll J 4- lu - V^ JI Aie. J3L1J Lgj 3 jlàJI ja c ^JJ» j* 3» j» 3^J» j-Q 


^ Victoria Bull (Ed ). (2015). Oxford Learners Pocket Dictionary (4 A ed.). Oxford, United Kmg- 
dom Oxford Umversity Press. P 152 

^ Retneved February 02 lïd , 2015, from h tts //www . al :n a an y . ■: 0 m i ar / d: c :/ ar -en / e vi à er.ee / 

(3) Victoria Bull Opcit r P,23. 

j^Ij .la^-a AjjjxII -> a AâIII ^Li :^\ -> .,«-> 1 ^ . ^2009 J jA 3 ^]! jLa^ jj JicLiujJ 

.382 . >2.u.ia.\l jIj : io jAlill -(jjjJl 3 

•294^-a .Ajljjll JjjLa jlj : 3 -a-> 4 . j .(42a) JaWjl' a>«-al' .(2004) AxJj*J' A*1ÏÏ 

4 _LÎl jll jlj : jlul 44JJJJJ • Jj*-xail s-j’ÜÜaSI jïla •('^•-) -(jjJJ^J') Jjj^» J j J-aj 3^' ^ 

.507^ .Â- >» ^L > ]i 
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-}XJ jjjj Jjjj J\ I JX Ja J* J ^ *illj (JrfuaJj jLoj ail J 

» . £ . 

y» jjftJâll J k^Llull f-llû y> ^lljlS J4 iâJlj ijJalJ L >o£c jAÜâll^ jJadl <J£X± j 

o^ÜâJl j iAjÜ AjIc. ^A U» JjÜa Aj]t jAjj La AS...UH ^AÜâJlj a>11 j 2^1 3II 


jJjj 3A <jl La£ tAx-nlall Jjclil 3*° jUihJlj j>^>jll ^ijJ ^ >=kJ' ^ 


^ ) . ^jA 1 L.^ 4 » ^ -> ^ ç. ^ l%\ \ 1 ^ \\c. 


Aj £ ^liJl ». ni >11 ^a Aj— j jaLo]I A_UAalik JjA) V tjjî-lll (j) ^ jî i I 1 a 

^2 V] Ujxa j ^^aLa J4C- Ajl c5 JA-Ja]l ûLxa Lai2 oLaJ^Ij aJV-^1! jC* 

ùju\\ ^jC LjaJ jjxj V -iiî La£ <-_uLaJ) Aja ja£l ^^ix-all Ajjla. 3I jl iCjIjLaJ/I 

alia-a ^jx> jLLyi 1ÂA ^ jî&i AjjA-Jaj 3^? 3^1 <_>oSlc. ( _ 5 ^- 4Ü--J wljLoAiil ^ûLoJI 

-iC- Aj— oli. v>5 ic jJ-iLill ^ 3 ^ AjIc. ^A La ^Jjlia c.^_2ill AaIc La t ^ .i u i lftl l 

^jjj’uil AjjLa.j c^-Lill AjIc. j-lu La jj-o ^l^aJl jjj'dll b'üxo La AiLjaj .Aj— j^aIaII 

. JlaâJl j 

JjlJl ^A 5 "l^j" Ja v_J^xJl jLuJj L» w .i j\l <* -v» ai l 1 A W *t 4 n iH Aa 1£] 4i,. »\ l i Lal 

Alnll ^jl jja. ^ll aI I y- fl . j j. iaj k... AA u i Lxu AjcLalawl A ur n3n Alu JlâJj kJl^Jl j 

aJlUIj <r environnement » aJuJI AaIS JjISj ^ •'>-^3 ^ 4j>a1I j\ jjilL ia^j La ^a 

kAj^j^Ji j AjjLjaAII 4A_jj\j^âJ| j^Uxll £■ j)A%A (r Larousse » ,->>»«* > u.i-v ^Jl»j v< ^il ' j A_j*ajji]l 


i^jlui .(1980) Ai: jxll Aiil\ ^ a>a î723 i^jL-j ^La^ JuC-Loü] j— ai 

.STS^j-a k^L-i .(2004) ajj^*JI AilS aa > a ^402 _y^ 
Aujxil AilS ^oa-a .382^ i^La JbI *75^ k ^L- ^ja .(2004) Auj*jl Ailll ^aa- (2) 

.66^us *,3^^ £> .(1980) 
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jJlIxj LtS t J^t-o >- ÀL-a 3I i wliliill 3I jl 3^^]! t J J*JI JjI^IL iaj^j j]l Ajüla t uxal l 3 ‘Uxaiiall 
IaIjju« £_o lilL (^àl; ^ . JjÜJ oLpJl jUal ji! AjjIÂII 3 AjC-^Ja^all alixll £ 3 -a > -a > i l L£ 

diVl^Jr — j« enviromnent » a^KH JjIL»S* « Oxford » ( -»>»*l 1 *jj AjjAaiY' aj* 11 ' J 
dj'-ûAâi] ^.iLall .ijl jt *ilL£ jaxj Aiull a-ûK jl ^ . j Jll jl c^JJI a=J JL l^jâ Jil 

Jx jj]L iajJkJ U 3 <-oAâJI fjÜj J Jaia-aJIj JÜLaIL Jfr U l: La L-ao— a^ 

jxiiall l.Ua j— iftJ J*<aJl ^.a i> a 1 1 j JjÜI ^ le ^jjjlüll C—ûlaJI tüL JJ v-iLiaj tAÜüLk 

jxuu Aia j 4 JUj i ^xja 4^C.laj^l A*_i Je. ^ ^lajj La£ 4 jd^laJl 3 JjbjJl J* Je- 

.lûjik Alull 

J dAliuJl 3 AlnlL ‘UaJjj-dl AjjtoJI dji^l J£ JC- JjLdl j$ jâoll jix J 4 la vUa—al Loi 
r^d*> fêjl Je 3®Li3 J-la-o 4 .la 3^J '— L' JXJ J 3a 3^ V Ajî JJC . 4 -o.lâJI ^ISj] 
4 j jlaüll vJLl^LxaII Je- jjAII IaJj&Jj JC- !^LJaa Ajjlli^ Aujjaj uliLJjJ ( _ f A vlilajVl 
LLl. a H xuo l aI I -jixj JJ ILLu L JiI LoS t—i^uÂVI Ila ^3*j .^^-Jajll ( jî A^Uil 4 j 2 o Ijj Jiu . ' 3 
*L-uaUa 1 I 3 jjÜI ^Ja*j A^3J JLKjj lAJmilj *ljaSfl *U-alâ tAiC- jji 3 nll J A-a.lVi..u>ll 

/llaUa^iall 4 llêi 3I ^aV v_ ÛJ jlxill <jJa^pü jl liiljjl ‘illil ^ 4 il)l a Da.«a ail viiïj J 

: JI3AII J 3^JI j L»S a_o^j— lo]I 


^Larousse (2009). Le Petit Larousse 2010 [Computer Software] Version 1 4.0.0 
(2) Victoria Bull Op cit. P 149 

^ Michel a Mari, Sara Poggesi Op cit , Mynam Khedri, Hamdi Ben Osman (2013) The 
Négative Aspects of a Store Environment: Définition andRelevance for Retailers Journal 
of Global Management R.esearch, 9(1), June, 41-52 
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jùlal\ a 11 kjilLa cjLjLsu :(1 ~ 2 )fi j JjiA. 


4j$A 

j31dl 



il*UI 

ù#y> 

Atmosphencs 

-jâUir. oijjjij -ji j« .“.iin) *' y 

.'cl Jll Aitll.a1.-J jJj«J Jll 3 ^ja-Lall ^.ll 

Kotiei. 

1973/74 

jmJ 

Stimuh 

Environnemental 

J** .> J- J J3 Z J J-* ^jl jjIaII Ae>*J' 

Je Uj3^j Jjÿ jll ^ilal^e Je Jyj Jflj -iji' 

".aS 3 L- 

Mehrabian, 
Russel. 1974 

Jel* 

£$Ul 

Ù^J 

Physical evïdence 

JUI l*-â Jeliuj a-,^ 11 ^ vJ ji ^ Il Alull" 

cl^i’l Jll •»— 13 AL 1 II V» 11 Uâ 3 jll 3 

’ A-uâJI JU-hIj 

Booms, 
bitner. 1982 

JUJI 

jjJ'j 

Support Physique 

<.’u-fcJ3 wAvs^iJl ^ljl] J Ajj 3 Jail <_pLôIl A^le.ii! ja" 

(2) ."U* Jft‘l U 3 C JL jll U3 jAoUll U] 

Eiglier, 

Langeard. 

1987 

4 *Ul 

Sei'vicescape 

«Âjjl JllÎLûS jL-ûJ Jjâ j-a A*îln..«-»,all Ajjj]I 

Jljjll J* vis Je jijj Jll 3 AjeLjJïMj A.)«j Jall 
< 3 ) J jjUUllj 

Bitner. 1992 


Serviscène 

3 > *U— 13 JI Lxaj jll ^ 3 — aLixll Ae 3 *>-" 

(4) "• jj* ju a- 

Lovelock et 
al. 2008. 

J44 

Environnement 

Physique 

A >■ \iUl .4» \L. ^jLa_)L*-«a!l j-; if_ jf.% <'" 

ûJ Jia _>« jLqJ Jll 3 »Lùj> ^SVull 3 AjcUj^VIj 

.ÂjâjxAll kAjilaUll Jj'iLxll Je 1 jjjfc JeliL 3 I 

i ^ \k. U . y \fl~i ^3 ^JjSjLUl A & 3I - J ^«1 i‘il t jiâUjj l’Oill 

"•J > 

Belii. 2009 


Rephnted, f'om “L’environnement Physique des Services Synthèse et Analyse Conceptuelle" 
B y A. T Behi, 2009, Revue Française du Marketing, 225(515 ), pp 37-39 


U Jj2i\ L aS, 4Ânilj l— a|-ai a^]l J £ Jj Jo ^ J aTu 

v. !>■) V Ajl J wlü^J 4 j jU3m11 ù\ w_ijliLo ^JSJLi y'iUar'i.J lj£j llLL-j 


^ Philip Kotler. Op.cit. 

(2) Eric Vogler Op cit, P96. 

^ Mary Jo Bitner. Op.cit. 

(4) C lovelock et al (2008). Op.cit, P320 
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j*S 4i jlio j-o AjU j^j J^.1 JÜll 4JS j*-o jjJ v_Àjjxj £ jL> 

.^jaU-aII ai* 

l*$J j^Vl j! AjûIaJ' <luil j>» ^ jl (Hoffman, Turley. 2002) j£i i jLlll lia 

j j] \ n.Q.^1 jLil J kA««^iü jjjjll fjji&l 4«4 C.^-a 1' «evidence » tJjV^ÎI 

jl Lj^lI Alnll j-«^b ^j-ijj d»Vl jl (Belii. 2009 ) ^LûjjI LS ^ al^liw-o 

djis-lill A^_uj ^ jaJ SjLxj jl AlifU j^£-o c j^ ^ cl ^Vl jl ^-ixoJ *Luk!iüa^l 

fC-lj ^ J-^_Û JLu-uJj A-oA^Jl ^_ya jC. j* c j=«. jfi*J AjjoII jl j .4 _ujj j^-aLic. jjj 

AIwiIxaII i^_âjjl*jll jl LJojÎ ^ .AjjLûII <-olc> jJl fl.ïVuJ ^!c Jâiaall j£-aj fciaiâ 

Jüliw j* l-a$Au Aijüll jloa Sll iAjjUil Aiull ^Ac. I j . uuJo ^ ^iajj ^jUJl jg.iâ-a.ll 

. I-q ^ . 'l q jSi Ajj»5>a 11 _^ouixJl 

: LôA j^^SLa j*» AjjIaÜ aIuII aj^^laII j— « alixJl ^ j>A>^ (Héla. 2003) 

tCjl jLujl k^-^jlâJl ^A4<^ajll lA^J^ll & 0 ‘uaII • j Jj-<u-J 1 A_ia.jliJl j— au*Jl 

ijj^jJill ^jLwcaJI ^xa*-alll aIIaLo Ajlâ.1^11 j— aU*Jl jj£j L^S îlAjjCj -lg_2u»]l 

cdsl jAl tojl^Jl tc'uJa^Jall tAiUâAll tu-âiLJl j <-U-ojV 1 cjlj^Jl toc-Lia'j/l i^jlj^il ‘jljft/l 
— « Zeithaml, Bitner » 4 jj£Î LS jl j$ K^ ll jl VJ ^ .ÿj... ^iuàfcll tCjljlj'j/l 

j$ in^ll ïA^jl^Jl <luil je- l^>i*-o ^^jLkJl j$ KaII CjUâ jj(j p-Jaj il — 2006 ^lc- 


^K Douglas Hoffman, L W. Turley (2002) “Atmospherics, Service Encounters and 

Consumer Decision Making. an Eitegrative Perspective”. Marketing Theory and Practice, 
10(3), Summer, 33-47 
(2) AzzaTemessekBehi Op.cit 

^ Mkhinmi Héla (2003) "La contnbution de l’environnement physique à la différenciation des 
entreprises de service”. P.evue Française du Marketing, (188/3), 43-59 



95 


.J- J l-l I u] jl o li* 4-o^J aLucL— a ilil 3 j é- > a i 3*® Ajlkl^ll Ainil ^ !Xlala 

«■* n% t^-iLdl j^Jsuill ^ya c y^. jiisu> $ JL-ajV' ^jlc-û A— i^ûIû i—ijl yyj iA li— 2 V1 



jAaUJi jg-ix o tç-tiJl uliliLu iklil uulâUaj Jla ftLuii 


: Jj-iaJI ^ jS-u <».u jjc.j 


j^ÜaII ujU^Ia :(2 _ 2)^âj Jj^a» 


j 4 —i jaL« 

AujUI Aiull 

Aua. jLâJI AjJUII Aiull 

* jjj'^ftll ïJajiII CilâUaj ï-lx^-Jl 

^Uî i-lû £â>« iOtaLSjif* JjL: 

jjLUll 

î ^ 1 ) 1 — *-all Jolaâ-J 

ftUU^ll ici *jJl ivl»\ jUV» 

... icL^yi 

^-lall tulll jLu-ll wÜ^a 

üll iCjl jLi^' 


Adapted, fi-onr. Tourism and Hospitalité Marketing: a Global Perspective By S Hudson, 2008, 

p 15 1 


3® cj^Jl jXÀ: Ao-liJl Alu ^ _ 9 $i-a jj J^Üll i Lû_û 


AjjjII ^ 3»Q>»Q <jC- ^jLall j$1xû]1 jiPLi fcJaiâ jllJI j ^Ail,lll j$JÔla11j .Iujjj 


-^1 <» I l ^ ^A2k-a ^A ^^Loil _j (} L< «h ^j\ - ^“i m ■ -■ i 3^ wi s . 4 ... j<s\a ^kv^l <e. J 4 _î^LoJI 


cAjilla— a-o ^1 Aj»j î)-> <lûl£ jl fcA— .ail Ig \a A— ^alall ç.\ 4*JjL«. 12»JI A.— i ^a A_pLall 

o jlîi] 3 ® 4-oAkJ' Alu ^s S jâ^oll j Lu 3 ^* ^SaIûII uli3Li^-utlll j CuLo3^— 3'®-“ a -^ ~--u. -v . ) 

J-oLdl Au-ûJL Aa-liJl ftbl J.>$— ul jAoUJlj j^jli A-i^^LJl J lAiliJI tAaâLU]' tA3j*_a]l 


*Ù>r3^ Ajx*ü1Lj aJLoIxI jijsuj 


^ Charles baba campion et al (2013). “The effect of pnee and physical evidence on the choice 
of student hostel aroundKnust Campus”, Global Journal of interdisciplinary social 
sciences, 2(4), 9-23. 
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4-aiâJl jji A -vl -vM :LjLj 


4JLx ^Jj Aj— i^ûLail fx2C- *Ul^ ^5 I Jck Lô$_a jg I ^ aH 

A_-u-ijaJ 1 Juu* j dilÔl ^ t^lj^ll djLatâ jj j C_ll£ j.La ojl^J ^gjl AiU-bj jiâ Aj*u j^lall ^ya 

^LiiajYl eUaC.1 ûjlaLi-o Jjlfij AjpLdl ^Uâ^Jl ( _ 5 Jc> Aj^.^ll 

yj) y A_aAiJ £±i ^jS la ^j^SL <jl ija»! »A_«.ljLû]l CjLaA^Jl ^ ^IlaaI , y - aul'i __^2 ,jjlj_)ll 
j^Jâ-ail jja . J j] ^ aJlaLJ j* 0^° A. i]g *j ^Lk AjjUkjl jC-LLo ^lâ. >-_à) AÆ>i 

‘Lilc. j ^ iA^j-laJl ôjJaui-oJl ^y* 0 ùoiikJ 0jlo ^ C-iaaJl ^y ajL^ai. 

(«-o vjûlij ^ij ^AÜill cUjI A_aAikJl A^uâ .’h.aVill A_a.laJl ^uao^Jj 


< 4 );aJU]1 


ilûl£ ji Afuûftj J&\ Aa-ÜJI fàLa jl£ LJS ï&$j}î) J- 4 ù 4 ^ (3^ *1 

^ic. c_iTk jjj 4 jÜS'i Ajj— j fj-iâjJI £ull3 klûl£ jl Jj^j^ll ^jc. ja£l Ajj^C. A^.YV'u.iaII C il j.ifl~ill 


4 Aa-IAaII oJ j).>\l ^ jLall jll AÜ: kLlljjkjj JLuijYl A_oAikJl ^aûLo 

^ ^ * -iÇkÜll J y > J£ ^-*wj 1*1 j-ill SjL^V A nfl'ill J A-4.1ÂJ1 >j.1Aj JIajI Jjg . .i*i .2 
A-o-lékil jl^jl ^yayii ^illilljj ~ :._Aui ;J£-aJ A]'-x3 jL A-aA^JI ^jAÜj kJikl^A 


l 'C ' . ,i ^ ^ ' tl » j j i^v i ^ 1 1 . .i ^ il l i ^ *j) 4 -> î - ' j t ^ ■ .i ' 


Marija Dragicevic, Ivan a Rakidzija (2012) The Mu sic as an Elément of Physical Evidence in 
Service Organizations Procedia Economies and Finance, 3, 666-671 

^ Azza Temessek Behi, Norchène Bendahmane Mouelhi (2011. January) La formation de la 
confiance et de la fidelité lors d'une rencontre de service . Rôle de T environnement physique 
et des interactions sociales. Paper presented at the International Marketing Trends 
Conférence, Paris 

(3) K Douglas Hoffman, L W. Turley. Op.cit 

' 4| Didier Chambaretaud (2003) Construire Une Stratégie de Service Pans, France : Dunod 
PP 173, 174 
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jjb jll ‘ôLp. ia-aj ^jLaII jjLalI ^_j JJ Ja5LHj tilij : JLJI h J nj uj JJ f. JJ .3 

ajyuz j Jj jl *UkaJ ^Jl *_) J-iVI C Jul Jj > t j. gi» .i ) l ffruOXM L-a^— aik 

i jjb Jl O - * J J)$ *>H 4-AC- Je 4JV J j) 4_**4 j ‘üijia. A^Xc. jl 
ojlL» ^iü Je 3 JbJ' ^ AjjJjV* J J jjc-b : jJ»U jJaj .4 

# * * é 

^jLoil iJjlj J U nia jjj jî j*3 l*ju j Jj jl JJ j* *J 


. jjLûlxil ^At y j^jjil a^J '-^•j *La JJ ^Jb j>°>^ jjll filial ^*£--1} ^-o-làll 


cjU^il <jLJ jJU £l Jl : Jtf 


jjuJI LaÀ j jLajJl jj^—u J ^-U jJâJI £-1 jl j* j^e J j^J jj- Jil l jîLaJ 

Je j j^jJI Je J J J— la_a SySAüj tJaiZkJl j$3â. *11 j ^.LoVl 

- ■i • (J ; jljâVl J ^Jjjailj £jjjoil ^jij^ail Tta^ail j. ^V ' '- . r - La£ i4_ûOàJI 

j i« i jüa. .^LojLail jLa-lJl ^ J-J J jjbJI -^aJl J'ifkj'yi J-kel 
J b-ibJ I jjj ^- « . Ij j il^iialia ji 'J!X1 ûI j^jji j^ V cb-iî je ^jjjaJIJ^^j— JiSfl 
iÂJl£ Jl jlka Jl* ^aj^SjJI l^n3 Jj Jjl AjjjJI lilli JH* j jjbJI J J*4 Je jjjU j A-*A=JI )aj*n 
Liai lc_J Jiau ( jJâJI Lai ilAjJj j JJI tsljl jLn-Jl c_àâ y» >i*ll 

jJâJl 4-aJ Jl cilJajj-4-û^Ll' c'j-1 Sic. J <Jliljl jîLaj J~l-a.lJl cl J 4ji*e J Jllaj 

Je. j^iâil cY J J-a^J j*H ji i jj^hll AÜjjj i JlÜll A Yù JHaj t*U C- XjAj y ^-jL-jSfl 

.JJ v—fijiJl ’jlia 


(1) Eric Vogler. Op.cit.P95 


.419 .4 1 8^ .(2008) a*U J* 1 (2) 
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..i&uil : Jlill 

.JA-oj <JJJA 11 Ajjâj ^£A* J t^jAfijJI jl^û J oja^LJ' j— alixll J Jxll jp AAtofiil jix J 
iJl£-iVlj ial^jVi AAju Jlo aI*j 1 Sac l*I]Âj A.iftxTill Ja-1: . jI£aJLj Aa.LoAjl 

3âl£Sll ,_^Aâ j g-jSfl 3 eluiS , l AAju ^£ALa 1 I jg KJ' J AjAxSJI J] jLiü dfcJ . U 3 AÂjikjll 
g- 3I1J V .fllSV) AÜiâ»a J Al jâS /1 Je jjjy 4-^3 I— a 3 ~^oA jx^allaJI v âVl^-n JIajlLJ J 

^ . ,*£jl-ala Je AgIxj ^aUII J^jâ-ali a . Si) jl J ^AjaLÜI jAÜâ«dl p^jUUal^ 


l$jlA A-aAâJl g 3J Je ^ ji lu jl AajAj 4 jALJI jAUàaJl oÂA A-*uâ Aa 1 *J 4*illÀ £_o Si jl ^ aIL 
.AjaIaII jAÜâ-aU J ç. 1 3— j CjLûAâJl V 1 .J Ail A^â^!)Laj JjbsAâJl c flj.’ubi ^ auj liAj 

AjiJa Je Atu£L> i AjAiîVïill 3! AjiL^^-oll vJLsl jbLLdl Ai^ûllj ç.\ y* ^aLJI j$ AaaAI Jjl J 
la^iaÂJ Aàe l g -^ a j hLball A_ûA=Jl 4 Jjj V dliÂl t k^j^j Aj.J 3 ^Jxjl 

J AjixSll Je s_ij*jll s. IÂA J JjLü ^ .^aLJI j$. iâ ,a l l JI ax S , J 3 3 


.l^Sbui—aj w va ju J 4jjl5ui JJ AâLbl CjLaAâJI ^ÛzjjC- ^o-Ja A \L aftl ^aLjJI 

AjUaÂJI Ja jC J ^aIaII j$ÜaJI 4Jlia : V J 

<_>b jxjl J-aâj £ JlA\ AjjIjj S Jai vliloAâJI ^jb 33e ^û-b .JALoII jglà,a]l *jJ AjjIIa Jloj 
A_ûleA A 3^-Q ^aLJI jg .jl «■* >1 vjVi iJjIjIjj jjS*j v* nv .^_£ 32J A^_a J30 AjlaaJl 3 A^_a. i _^û 
^ j-ui 3^2 cA-oAàJI ^jbjC ^3^ J^xftl a jJC ^^aie Ail ^ l 1 )I jLu jjIxj Lûlu 4 A_aAâJI Aa_ull 
Ablîlll 4 jj'>Lall oÂA CIJAI3J .^ÿajx J! ^30 Jl£lo c al Aj£J Jàil! li . u u .) jxsi\ c. A 3^-0 

^ Deepak S. Kumar et al (2012) Appraising Visual Servicescape Aesthetics An Environmen- 
tal Psychology Approach. Forthcoming Academy of Marketing Annual Conférence, July 
3-6, TJniversity of Southarapton, United Kingdom 
^ Mary Jo Bitner Op cit 
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Ua J ^ jj.lll ^j^xCJ J jjj-ill 'J±»i jlxxJl j ^jjaa.LJl -IjI jj ^Jla ^ 

.vJj’uaAâJl ^üaj jC ^jx*ia jjjuxJl I^A Ifll xJ u AjlLall J^Ioj ^_1c 


*LaiÂJl 0 u3 jC- ^ ^£>h f jJIaÎI j$Jia3I .1 


« Servuction » Ax.i*JI ^lü] ^»Uà3 Aj jlL» ^o*Ja ^x.^11 jajc ^jLol! j$.)rixll jjû j V 

fJ Jlu^ . 4 _ûArJl £CjlSij JjLaUJI ^ ‘Ulalal'j Ax-lill ^-all*JI ^jx Ajxa'I jjfîl 

jj^kJI lx$J jl Ax,liJI ^Lu^ 4 j-La <xl&j£ ^QajJI LlA />x-Ja ^«îLaJl jç JaxJl JüArLj 

clil ^3 ^IjII Lai Sl^jjjJSj IgJJjlj lAx-lâJl 3 -l^.j ^jx-Iü J *La.iiJI ^Ijjl *U 3 ^JJ 


JÜùli J4J4J . Jjb jJ' jl JoLaUi' ^>x Ajiiià j ^ al jC- V L-jL-i) A 


XX.lxXX t 


a^Vij ^vvi 3 


^iâjj .Jx^x-ul LpLo Ax-lLll jXâk v jx ^jxxllj <xlc.l£ ^jlxll j g .i à xjl jjJ Aji»! jjjl 

4 « -> 4 ^ w \ 1 oAa.^1 4 >1 ) a*. 4 rt i» f . l à l >« 1 ' ^Jlû^. L» L>-» a ^ Ir. ^LxaJl j >4 ^ «v /^û 4_xJ^Jl . " si ^c. 

^ollx^ j Ajâjiàj Ajjj Jjjjoj ^jxajxll ^jL ^'dàiil ^jx j— ^iiC- LiA ^jlxJI jg /nxllâ 

W.^iJ tttlll 4 JH 


4»aAÂJ1 qA jC- £-* Jxl£Ia f J^S j jLxIl jgfra]} .2 


^jxajC- ^ Jjj£x Jj^Ic. ^Jl AxAÎkil ^C-lj jj.^\xS> ^jLxll j$Jâx]l jlilC.1 ^jx S jiâill vJllijiljl 

^-a^Jl pSLa Jx AxAiJl ^yiajC. ^ Lax ^Ux JÜj ^J'u^ajyi ojjJ \ 4-oJâJ 1 
*Ux j 4^lj) l$jl Iaj 4-a2iJl Aj^kji ^Ljjxj duai^i . 4.ilx£. cljjl ^joJj 


Azza Temessek Behi Op.cit 
Azza TemessekBehi Op cit 

Eric Arnould et al (1998). Communicative Staging of the Wilderness Servicescape Service 
Industries Marketing, 18(3), 90-115. 
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Axa Aa-ItJI ü**J*-^ 0 “° U fjA&]l l^-iS vIjJ^j ^j\\ Al 31 ^jj^J 

^jl lü<'> .A*. i jaIaII clo2iVl ^j^xA-l) ^jJ^JIj l^£ljj] < _ 5 ^1 &L-a^U lifL jj^ Aa. 

AûAL» Ajuùa 3 JÜXik A_JUij ^aIaJI jg lâ^ll ^Ixo ^a31a11 ^JAa ^AÜ-aj l 2 â^>li 

<*$J >-aj ^ jl jjll o j'ul j Axi* ^ fJfcLaJ J 3^V J^LûVl ^ÜJ jl— aj vlu^. i^aA^JI Ig— b jC- 

^l — ia j& f2*£ r -.jA..V:H J ^ uaII jg «aï ^-ic. Jjj^— ail 3 jAa ^>1 ^ 4,*gJ jLj j ojÜ3 ^LjjI j 

^ ^ .<— i— i^ail Aj^A Jja \ç, ja. AjaLJI ^j^ijU^xrwJl j ^ HaH f \Uui j ^ ALo j ^ 

^ALall j g i r »All Ig-Laj Aa-ÜJI ^^alic- 3 ^ û,^ ^Ia^H ^ÿa _^xll ^jJ] Ljajl _^>]âiîb 

^ja 0 JJAJ 3 rfS ^^ 0 A 2 kl j Ç- vJ^-*-£ ^jbjîLo j£jjj ^ill AA-lâJl ^_ÿaj£. ^Ic. aL^A *.T Uav) 
^Jaj*l\ ^C-aJ Aj^a ^j-ul ^aIaII jgJsuJl jl J\ tlxa *Ü=uj^>a]1 AjAIaII j^C-j AiAIaII j— alixl) 
JjA ^aIaII j ^ .I ^ a II Axj ^ i^jLa^'iM j^jala l l lÂA ^ . 4 jIa ^jÂa^xîl jA ^ _)A-_b ^_o-lij A&l^ 
CjLoAâJl ^paxj ^a! ^jÂajxll £_a 3‘°' l ^- u » J* 3 ^ ‘3»A2 AaA^]' ^_yajC- ^CA ^^jlj 

^ja*-À3 ^ja^aIaII AxjII a3u] AjaAI v jAa jjÂj .il! il 1g J n jC- ^ j^rxiC - CLAjAIaII jfixJ 

»_jIjauV1 AAxl ,. A.\"fcll v _jia^*Jl 


ï *■" > 1 a 3»"; 4 djlc ^>]t .a 3S-Î ^ A^J AâJl £1J 3^3 jl-^Aa c UaC-V Aj CjUaLaII Jj _j£j 
^jLjaIa]! ^Aij 3^all J aaAâJI ^jÂajc. ^ 1 A g .A Ij^Sa !iUi ^aUII j^iâAll 


ïIAjIaI 3> rk ’* u,1 - a ^ i>° 3* >J jl A_aAikJl o J 


>7* 


jIa :Â-p j>» .J' I^^aljjll •( JJJ-“ J JJ— :Aaa.jj) AiLuJall ^ AA. j) JJJJ f JJ 4 J— A 


(I) 


.2 88^v 

< 3 > C Lovelock et al (2008), Op.cit, P.322 

(3) William M. Pnde et al (2015) Marketing Pnnciples (2 nd ed ). Victoria, Australia Cengage 

Learning. P516. 

(4) Azza Temessek Behi Op cit 
Charles Baba Campion et al Op cit. 
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Aullxi J O&US J-3»J J k j^-OJ 4*La.lSJI JC 3*® C CljLpLûll 3j^ 

£ a ■•'■■ 3^11 ** 1 . -Ai ' « *•> 

^iajjc- £ LaJ Je. Aj)L kJliljjjU 3„ 1 ^"^ JjlâJl jià' j JUÜ1 jj& jJ-iaU jjj 


S A— 


3 J“ J ^ Cjl J 3 Jj ^jLall j$ k.all AjwL^JI 


^11 JjLu Ükl4£ jjUII jJélaII .3 


j^JôaJI Aj ^ J] A ha.^ll 3 3 JJ*-^ 3° ^-iLall Jîijl 

djvlclâj J!)Lk 3* JS 3 ^-^j J4 J 4Sj.ii «■* .4-a.iSJl Æ y>J ^L-iI ja 3j^j 3^ 

3rJ Jül*jj ^IjLSu ^-0 *lüll 3^3 AuC-Lad^'j Axüaj^xoj 3 ‘JcuiaJl AjlijS-a 

‘iiij jjjxjj ^UijVl AjIa 3u ^Uko.ajV I J jkTi jA A_a.lâJl ^.ÎLo jj.i 3>^ . 3 ^"^ J jS f ^ 
AjjaS 3 ^>*-u 3 IS-JJ cLoljVI jd-ÎLo 3 W 3 >.. fil ai j<JI Je. jjjlall 3° S-U^?^ 

ajc. Lai^H j Ajtlo>Jl Ajj^Sh 3 e - *>*'■"»■” ,_s^ « Postmodern » AjIa^JI a*j La 3>0 j^j Ax-üJl 

.^pa^aJl J JIaJI -l*-iil Ajj— jL-o» jf~ 2L»Jaâ 3lS>ili tLajjl j UaLjjl joSÎ jC-L3a Al 


La ^^Lall ^Jâ-a]' JJ J] ull AjIAj AÜI.I2JI A*_! La 3.JJ j ^ j^JLo jj$-là 
3 JJ J jLjcI 3 c. !^LJa3 ^cLaS^l -i*_> Je. AjI ^iajl j A j »«->%.*! A_nj Aj jSl I Jâj .ill^S AjIl^Jl A*_) 
jUic-Vl? SâJ ,_$ jjjxiall 3a Ajî (Gamet, Cova. 1999) Ji J . j glxal l 3 e * j^* 


La Aji^JI J Jajl jll '^A £-U-oj «JiSj Jg-I=udl J A_icLa3kVI Jajl jjll l$J Lijj jll ASjjiill 
v_ijljl Jj AiL-iaj AjJaJl ^j-jli^.S'1^ 3' J C V^ A^lj 3-° iljJ 1> J Ala^ AjIa^JI 2ju 


0) 


Ian Clarke, Poith A. Schmidt (1995) Beyond the Servicescape The Expérience of Place 
Journal of E.etailing and Consumer Services, 2(3), 149-162. 
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iajl 3 J ç-Lîulj Aa^a-sj v^i^j ^Loll ^.lâ-all J JJ L-al^. ^3 .^fiLcaa.Vl 

AjJ^J ^ ù\jfy\ Ia^J J}1 Â-aikll iajj Je. 2 Ïi±a.i ^jl^kJ—iVI CjLajjI jU jlj 

: JV' J J Lû^aC. .illj ^i-Jajj J-OJ 


JjUUI Axulaj ^ jUII jjfrftli o jb) :(3~ 2)fâ j Jj-i* 


J*** 

ciJUll 


fjM 


ÂjjlÀll 4*&]1 

jliL-a 

Jill JbutLJ 

.J JjUoM 

^ . n 1 - . n\ J l»»a‘» 

J£*c 

Jj + Jill JL»*luil 

JcUib i_*uall 

^UaVI JiUîl 

J>- jli- 

« Tribal »^jjL-c 

ÂxJâll da: __>ll 

JjLüII 

^jlûaaJ! 


Reprinted, Jrom: “Servicescapes from Modem Non-Place to Postmodern Common Places”, 
by V. A Gamet and B Cova, 1999, Journal of Business Research , 44. p.43. 


poÜj! jLaJtlfcul <*Ja j Jûlilll £ J IxJJ JLa*luil J J 

^ j^AJ ^j-u ^ jJl Jllall £• jjJl AjjI jJl 4 _o^J\ <.* ij\ . J 3-ull £- 3J JJ J 

S^ljlall AaJI JIaaj—iI ^jC LiLuî Jâ n jll AjISJI AjjL«aJâVl <1?J SL£À\ J AÜ—alu 

J^-aÂJI J Aj^-Ukjj jl Aj AJoL ^^La]! J fl ’AaH j Jj IaIu J. 

Jjjjll v...i2vLj Jlu^. ^JIaII AjJüÜc AfrJ tl)b ^pLuajflVl Ajfi.bua.Vl CJj A±A\ Ji*j jJ 

j g ]txa\ \ jAX jaj J ^jloljLil £a (Jc-lijJlj JaJjj AaoaÜ JIaxLujI ^jC liA 

J» ^Cr Je. ^ jl ■>!% ^C-l A\y\ ^jjj ^ U*^ ^ jLiaJl J J3— jl 

£-li*iV jÂ-VI JLJIj £-a AajÎÜI Jajj ^jc- ÜA Lu i lxul <jjJ J *■* n .AjjL-aaâV' cjljjStill 

.^ic jL-lj V J-UjII iaa—ij jblxJI Jjj ^ a iv a I I Jl pLujVLj j jp> — u . 1 1 J Ala.la. 
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uLâ^àJl i. Ân.rfVi 4jLLa : LJIj 

4^»j0 £>UaâJ jliJ& 1 jjj 4«a0iül A. . A..4 ja! ^oUl jg lâ^ll Sjlol ( »JJ ^jl vbi» 11 ^ja 

J*- V 1 j£-: J J& j—aliaJl JS ji lg-ix» ■ ^jà"u d l al ) 3 *Lo.lSJI *u1aC Aitoi ll 

CjLûOSJI CAâ j j3 0j2kj ^Jc. »— àj*JI Lb-lf-a f£**H (j*° JjSj .illil u]l Aj-> f)\ jo^yi 

AibS ^.lo «-âti^j il ^ idjLoSJI /^û s_âl^3 JSj AiaijjAll CAi yuua]\ jJ l^iiiuaJ j 

I^IjaII JS-lîl ^ JIoa jA LaS 4_iA.liJl 4_i-u-ijpül £• jj L_i^lÜlj ,_£ 0 La]l ^IoSj-J 


‘U—^aÎI £jj Lwdk ^JLaII jfrJsuail jLufrVI <5 . 1 a :(1 - 2 )^ J j£.*i 



juiAi 

ûU>v Jt ji - jUi_si 

bl&j l «iUv\ll- 

V_ )l-illUt^-i^ 


Lÿ-ib J4 

Jx« J J 




Adapted, Jrom: Services Marketing-Concepts, Strategies, & Cases. By: K. D Hoffman, J G. 

Bateson, 2011. p 201. 

jg. lr iA. i l ^ C. ^j-i-ûll IaOuuC.1 ^2 L ûVi-fw J wjL-ua$aJI <jl Jjl— ill JS2JI J^lâk ^JA Jâa.>Lj 


JilJ 03 ^Hibj ^oLo Jé-^ J) lj£& V ^-flilô-nll j Jüa ^lllaO^ O 20 il i^oLall 

^ Jfl -. O* S a JS .* ' u'îi* J^*^| L Cjbl l ^J2 1 *' ^■^- j 1 ai l ' 4l l ~‘l\ J|<2^ -*mi A S . .l 'I l \ A"\ '. a y \ 

AjjIjÎ <jOLJI jaUSaHj ^IajA vil Jj jS u.) lij iJUlaVl *Ac-jj <—l\ ji. « u^aII tg-la ^obill jg I^aII 
^ûaxj ^jUll Jg-isuJI AjaaI Jl JjJaSll liA J_jL^j tiillo clîj . l!iLa*-i^a1I ^11j ^jol 

.<aOSJ| £ jil Ixjj ^oldl jg-lâJl *UxL ^ill jjOll Jc> jSjj c5^' CïUài^jJI 


(1) AzzaTemessekBehi. Op cit. 
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t* JLa 3 Vl .1 

^UIL t^l^lxaVl *U j £— j jA ^^LJI fUActJj 4^ jj 3 JII jL-jV' 1 -IjjJI jjÜxj 

4 -ljA ^^gic JllUujVlj .^-iLdl jg 2 a»«Jl JLoxj— :L j ^jfiJ ^yc, V jl Jjl JlsLo.lâJl 4 — uujx ^^gic. 

4-oAi. $4jjlj 4as.lk :4-o^iJl £- jJ L*jj ^Ijjl ^_gJl jg-IâjJI ^Lu 3I t 3-^ * ^-^' 

Ax}']] 4 -ûIjj 4ijL-a* (Bitncr. 1992 ) 4j di^la L» a^ iùa-i 3c. 4>c.ii. jl t 4 _u-aî-i 

4-oAifcJl ^>1 .1V1..J £-A ol jl jaJIj ^3 AjLul l 4^J-i >- . - ^ - 'w ^ûLall jgl â ^ l l >. tj'i.^1 

:^gJ! j-JI J 3^ Jl]j JJ 3 ^-jj .^3ja»J 1 J jv Jl ^ le. ^XJ ,3c. ji 4 jjI 3 dàl£ 3 ] 


3 jUI jgix&ll JIajluJ ^jl\ IjUU JjLa.iiJI ç fl/u/V» :(4 — 2) ^âj J j 


jjUl j^ÜJI ^jà ±iÀ3ul\ 

U Vu J tliLaiâJI 4— •— <ja 

Lx*-U 

■&L-» 

4la2*jSfl JjL f jL 34 ^1 

4-oAÜl Ajjj 3 *Ja 



4_ulJl 4_4AâJl 

(Lia OjLJII) 

f' 

C- 

* inl^ït'll ; ** il ^ ^ 

jjUill 


4^15 

ftUaJI 

i 1 \1 \i .**..» Jl 

( 3 A 4 IC. J 3 jLj) 

1 

Jj jJl Je. a-lïi.uJl ^liLaJjJ! 

<JaVl— aftl vJaL— j« 

Jxj 3 c 4_oJiJl 

i 


JjJüîl -IjI— j-i 

(laââ 3 Jalc) 



Repnnted, f’om: “Servicescapes: The Impact of Physical Surroundings on Customers and 
Employées" By. M J. Bitner, 1992, Journal of Marketing. 56(2), p.59 


jl 3jjjli ç-A JL-sajV* 4 _*.^p ^_à2x2=k.L », âViVi 3 J.JI jg K Jl 4 a aaÎ 3' J 3 ^^ vj-® 


^2 1 .^j.-^-v 4^xi*aJ 


^ ^ .11 „UJ1 


3jj Jctij 2çkjj v ^Lujk C-flljiaVl ,_ r *-aüi ^2 jl Axj 3 c. JaU-liJl jl 4 jjUI clîLo^k]! £_Jal ja 














105 


AjXjlâjjJ l j v—il-lA^ll <_£.1 û]I AjjULû J^-ûJ t j-aji-o .^jaIoIxIIj ^jjljjll 


:5allj^ll k^j^Qll Jallill AjjLJl jAUâ-dl û jl-il 


j£l ja)I J£lq 4 < jaLjl*Il Aln-Ja a£jLXû aIo . tuVl c-ljlj jjjjll lAjjlill 4-a.lÂJl . I 

A-oA^J ^LJl j$ là <all jS jj A— vJLûl£ lj] . Li uJ ^ ^jl*-LftJl 4Ajjl^Jiil 

. JLûx2»-iV 1 <Jj£— ; J Jlll^ji wLwiIIaII j— Jl ^-Uaill > - .) ■! ■> lAjjlj 

^3 4_aaXa11 A_loaV 1 cUaC-J ^jj Jjlkll —jl j cjL«JÂJI . k_J 

*L Jaj] 4». J.\> 3^*J Jjl j^JsuJl ^Ic. > l>j j] AjjUll jALIxoII /^o £• jill 11 a 

.^i ^aL-l: jl '- . : >i L<*S i^.1 j jl jjlolxllj jjljjll j^ ^lSS^cl—u»j 
. ‘Lo-likJI ^Ijjl ^ jj2 jiall a£jL2lo 1I^ jjUuI] AjjIj^j Alu j f > fr l i.î 

4^j-l*_a jl 1-lJk ». À ; . a . si JLlLoAjkJl j ^rax. 1 ^3 Lj-l^ia. jjj jll jj-Joj^ j : J&J j& ujLiAÂJI 
jjjjll AjjJ jjJ Ig aiSÏ) j£»*u j-û>i IajjCj 'ÿ\ 4^jjJLj <, lU-ill diLo-lik Jl« 


r ->jA..V: Jlo ^3 iaÜ jAûlxll j jlilc-VU -liwjJ 4 A-a^L^Jl ^ ;^1 

j^JôaII »>J.ia jj£j .!il!Lû ^ij^U aJ sIjLj^JI a'àçl j g - lâ ^ H 

i> ^c- L / t jk .l l ^JaxJI 4*u^lHjV! ;Jj$— ijj jjLolxll jji^j .^c- iàlijkJl ja aJIaII o^a ^ 


.luWuH 


‘LaAÂJl JLoxIu j I j* ». fl.ifl 11 U_u j jLaJI j$ \\a\) ,2 
a^Ljaâ v_j ^Ü a-ûll klis yj Ujj kliU^Âil A3 (Wakefield, Blodgett. 1994) ^IS 


^jbdl j^Jâ-ftll AjaaI JjUr. jja.1 vlîLûAâll AxiiAll jl A*1 a 11 Aik-al^j iljLaAâJl {LiSi j jlSx ^ 
:^jV 1 J^U. k àj.u^ill ÜA j^-4J jal& • 1 a & .jKl Axuûllj 
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A-g \^W AxÜaJI - AaIaII Aj.^1 vl ls_u ^jLaJI jJxaJ! > â/wVi :(2 _ 2)^à j 


3 . tin 3^jjt% 


CjUdi 

îAïijùUii 





4-LaA 1 


r 

■< 





E 







'jJ 

Arfi 


». il 

d*a 



j^aV tyjUi CA»\2 


s_JU 

Xu3 


<ù. 

• 



^L1 CjIJ^Sj c^ammII 



iujjlc 

t 


Sjàdifi^lUS 

tUa-JJ 




£ 






jIm 

l 


AjLâS (33^ 

‘'^jjfll. irtH 

.1 

le 

W) 

JL 


Adapted, fiom: “The Importance of Servicescapes in Leisure Service Settmg”, by K L. 
"Wakefield, J. J Blodgett, 1994, Journal of Services Marketing, 5(3). p. 68. 

LûSt Ajilttll £jUa S\ j LoK A_uiA I Lgjl JjL-JI J-j Jé-^l 


jj£I 4 juJb\ jj j Jj 

i.iUtjj Jil! ClsLoJdJl J Lo^oC 


A-û^âJ) A— J ài^J! JLiâ^ll Jx La.^Jaj jj£! dllj j-Ïjj 


lL-ü . A 0 jaâ J jiai l^uâ jll vllLaùiJl J 


uillll jJi-j lAjilall aL J a û-loJ A-oJiJl Jfo J J jll J 

Ijâ 3 JlaJJ V jl! c$i* L-a 3— a_k Aj 3 ti.il! Jjto-ljJlj Ai jULo Â-«.iiJl Âj J Aj-J cilla AiJ! 

IAjII^aJ! ialijil J l*U 3 ^uajjJj j£>u Jle »J£lüj tJjjjll J J»^~>1 


Ja.V j^jjl! UAwai» jl! ^Jtilull £jLL» 1I <l!j ^ : Ajiaiâ^]! CiLa^âJ! .1 

^jlftll -l a. ^s\ A\\\ L A 'C « ^11 ■> \ \ \ 1 . ul 1 1 ^ '0 «.‘i ç ' J 4 m Ô \ A ^ le. 


c_jj! y*, Je A^a jj£ joli J jUâüV! JJj! J> Jn.i.-kii ^lÎL» Jlj! J^c-nl 


\ A-alkli AiiJâ j où Jl—aj! Je Aj jÜ aJlb j a oc-'iSJ! 


jeLl* je- clu^JU djla^âJ! ô3a Je J j >^ i %1! Jl jj JajjJi : AjjxÜaI! dla-iÜ! . v__i 
JjjJ ciilil .^jLoI! Jfiâ-al! AjJ^il j^jjll Ia -l-ai) Lo ojle Jll ^! ^-u,V l 
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J JLjJI Jjoj J' jiM lUil AjUkl«iV' J AjJî Je. Ua ^U1 
J}^ jl J\£j '-^JJ *USj^— ull AjajjIjo— iVI J l>— il^. Jlxj Jaj -Üliij tAuijlIj 

4 taiàJ' 4mu)‘^a1\ J ^ jLa]I jlwiVi j j il' : ulilliU' uaUxoII 


j]' AjJâüll CjIjaxIJI ^ £* Aj jlLJl J ^Ljj AJaij j$.1tla 11 ojb] Jxj 

Jj>-ul' ^_ûUJI JJ AiLôJ iAjà! Jj^l dlla^Ull j J' cAjÊ Jjll ii_uljl\£ jAo’ütJl JL*j t$jlfLaL 
( __Û3 3_>*Jlj Ail ^j-sul— < aiJIj £c_}jjoll j j*— Jl£ CjIjjÜo J2>lk jjjjil Je. jaSjoll j 
^ .^*$jLjajlj JIjJ jg ^yt _y& *Uaa' IJ Ja*j lgi£ j wA-walàJI 

^C- Aj ^JxaÜ ^kijl J-jV' J ( a— sl^Jl J_jl >"> ^ Irura j' -iü- 

till jij Je. 0 j aLall jjc. 0 jbU j^a ^Uall Jj^-uII 

(2) . j*UJIj jlLjll 


4 0 > ni j1«jV 1 0 Jjj j _£ jLû]' jg rt.aH AjaAÎ Je. Jjl CjLa-liJI A— «-ijpj Je. 1 31 v. ivj 

J AjjJÜ Jua-oll Jjj ' Aija-^iil Igü JJ ^-l^J V jl' ulil j-Jtla H Ail dljJj jl j 

Jll jl jjSfl ^ ilrv-fti AJaU.'ÿl La J j\aj ^ilJjii ^ .A— **-JU AjiSJl AjL^*-uH Aj^jjI J-iV' 

jj Jj ^..^irill ïA_oiâJ' ^A-oAiJl ». ajlir"; J ^^Lol' jg^Loil {J^Â j* J-pU 


^ Mary Jo Bitner Op cit 

^ _) K RamaMohanaRao (2011). Services Marketing (2 nd ed .). New Delhi, India Dorling Kinder- 
sly P247 

Harsh V. Verma (2012). Services Marketing: Text and Cases (2 nd ed ) New Delhi, India 
Dorling Kmdersley. P 194 
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t ^ ^ 4 4 \ 1 4 i \ s « I 4 4 /\ N \ 1 t ** v. <\ nC- . .t i 4 4 /\ *i 1 1 4 . .i . i. ‘ys\ ^ C -\_liA ù > ^ ^ ^ 


. jAouJlj ^jbjîl .J-il 4aC.lAia.Vl 


A*4âiJ wioliü ^ Jjj :Vjî 


L_J^C j-all f lyC VI ^ jiLaa ^J^aal l ^ jSl» j—alixi Joj j ^jc c_fiaiiall _>axj 

^ JJ J 4ail-^j' ûlj 3A3 ‘j^ ^ Jrf& ^ ^ Sj43 *0 ^ cl^lu 

"> jj \ y g. 1 i 4 <s > ^ \ 1 ,. 0 d»* j ^ ^jUll j'~n < .*11 M j* fV\ a\ 1 ^^C > ** «1 ^ ^1» f H v O -> " 

j 'i r ^~ ) 4 . ,i jj «1 rtl l 1 ■ .I l ^ : 0 il» >11 ^IL^ujfl j^^| . j .<0 » 3 4_^j ^ \ ^ \^/| ^ i --.*!(*•- 


4i ^^Ull j g . Jn a l lâ alixAj liA ^ ii\xi\\ .^jL i4-oAâJI 4 j— j^aLj ^^C >_ iu mj üuC .*112 

^jLJl ^u-iaail ^$-*-^3 4_o^âü 4 »<ua]I ^-iii 12 a ^3 oJ^aJI Cil jjïi'yA ^caLij ^JLoaj <_$ j^xJû tljl 
<jl VJ i^L-JI UC 4_^aJl^ AaiJaj ._jÇm»V ^aU V 4_«2âJl v-fliUa ôjj^ J ^Cjiaj . I 4 J 

J;».>V) 4-o^àJl ^1 4auâ CuJaij ^jjli^il 3 J ^aJl ClULaal Ciaj; 4-a.iiJl v. à;.!»'! <Ja.V AIIaxL- jl 

^ ^ . Cj'—aààJl frl^Cl 4 U 4C^Aajl û^Lalâ-aJI Clla^a^aa ^yaiàj 3 I g I ^^a\CjA<o 


4J3 «UâÂa.3 ^alall ^uLoa. Uaalo j-allà 3 J3.IJ ^LJI 4Jla ^ c-ftiliSll Iaij Jaaa 
^_2 ..,ti »>4 j3^ Jg.^^ll j—alàaJ jl jjC i^a 3J4Ü 3 Cjla3ixAll jL-ajl ^La Jjù\ 

•illî] (j^d JUû V J 4 a-^ 3 a1û1I ^JC ^1 JjaÎ l$àV '^ajLoa 3 4 -aAâll àâia 

La J 3a Jj 3 ^ 3 ^ '— J l<ilajl fJ-^J3 4i3a 4 aj^âJI J3C La |> _gic JC3J Jjî ^^Lail j^- lx a l l ^ j*-all*JI 


Gaelle Pantin-Sohier (2009) The Influence of Product Package on Functional and ^ymbolic 
Associations of Brand Image Recherches et Applications en Marketing, 24(2), 53-71 
^ Muhammad Ishtiaq Ishaq et al (2014). Importance of Servicescape m Services Industries 
Journal of Basic and Applies of Scientific research. 4(4), 164-168 
^ Laradi Bahia (201 1) Le marketing des services appliqué au secteur bancaire-cas de la Banque 
Extérieure d' Algérie (Dissertation Doctorale, Planification, Université d’Alger 3) P30. 

' 4 ' K Douglas Hoffman. John E G Bateson Op cit, P202 
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JjU jll ci? 1 * 3 tiLSâJ ^aJJ lIjLo jix-oi <luxJaj J^là. Jj-û 4 4^».iàJl ^ic Jjx-ajJl i j-Q 4 j*£ jj 

^.IAjjC j ^ulii 4 >xô-_oj] 1 iullijLiyi 4cLull Jja 4_pLail frLJjVl ^ ^j- i l ^rv -a l l 

A-aiâJl ^iljj) ^jLü! jjJ :Ljü 

^JjLôAàJl 4 _j— i^olû J» -IC 4_i— ali £3 Aj Ju.\ 4*LoAàJl ôJj^ ^ I a ^oIa jjjxj 

Ig-ij^. Ajlxâ JJ û-ij^Jl ijC* j£ c y& ^o-làll 4 jjj l$Jàa2>Li ^all AjûLoII c-L-lS'l ^î] jiâül] 

JJC J ai ->*,11 .jjjjil •’-u-aL^JI 4 ^Uj Lo£» ^ 4^jLail j$ làall jYl AjlcliJajl Ijlü-il 

4<il j-Ül jl jâ ^ o^ialà-oil J>-« £3 Ji Iaa l$£^l$l.- » l Jjâ 4_a-iàJl ô-ij^. ^C- v _ ÿ lc j^li 

4-a^àJl àC- j 4*«^alall cLu^Yl o^ialà-all ^j-o ^ j lm a i l !1a s _pajiàj Lo$-o jjàj »iiiÂl 

^JJ^J ^113 ^ .4_oAiil O-ijJk l^J jjjjll S s^' AjC- j-^> j^l jjjbuaJl AJÜ 1 jiàj 4-o^iall 

^ JjjjJjII l^laatLjij s __Hll jjjI*-oJI ^ Aa.l£ Aja-ijaLoII ©jI*J ^ « SERVQUAL » ^ô^oj 

^ ..jjIoIjlII (_£ j 4 Ajjja 11 Cl2/Lg_Mljll 4 Ajj2^J1 vIjI >">11 : ^A jjjl*_oil oIa J ©û Jjkjl f -»Jj9~j 

l<J JJJJ J$3 4<-oAàJl ©3jç». J jjjjjll nJjIxÜ JJ Jj^kîü ^jLoll j^-iàail JJ^ IaIja 
^ ûaâà_j ^JulUj 4-o.iàJl laJAJJ AlLoaluil jj*j .4£j-loil 4-o-làJl ©3jJk l$J ^jÜj ^1 4-j.iiMl 

j^.iâa.11 jl ^1 (Baker et al. 1994) ^uaià LoS» ^ *La3idl JjIjjj AajLÜI ^j-üL^jII ^ùc. 4_u-alà. ^ 

L^^Jaj ^iSl wdij J-^3J 4 4_aAàJl a J jjw AÎ£- djl*i jlil jU^iVuJ ^L-u ^ ûLoll 


(1) Harsh V. Verma. Op cit,P194 

( "^ Joost W.M Verhoeven (2007) Let Your Workspace Speakfor Itself The Impact of Material 
Objects on Impression Formation and Service Quahty Perception. Journal of Advances in 
Consumer R.esearch, 34, 669-674 

(3) Noël Muzendo, Edward Mutandwa (2011) The Seven Ps of Marketing and Choice of Main 
Store in Hyperinflationary Economy Contemporaiy Marketing Review, 1(9), 1-18 
* 4) K Douglas Hoffman. L W. Turley. Op.cit. 
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J) Ljaji (Reimer, Kuehn. 2005) ^ .Ajc-Lu^H J*l 3*^3 ç»^ 3^ J*' 3^ elsljjjb 

kAx3ji*Jl AoAâJl oJ clajJ Jj^-a ^j-ui j$3 ^^ajoLdl jj^ll ,j-a j!l£) «— i x h ^jLoîl j$-ixa]l ^jl 
■ilxAj 4f»j.la]l AaJ^Jl ûJ y± SjjjaII ^ j*S !\ Jjj'jxII ü>^ s " iLajjl J ^-ic- jj jj 

jji s'loa La Aa-iiJl aJi^k ^_lc j*ilxa jjc- j _)*iU-o jjjIj a! ^Jlalljj t « Servqual » 

jjj jll *.T >\ >ft nfi ^-à AjxûaI tASi j.la]l Aa.liJI ô-ij^ ^ic- Jl& jjjU Al 

(“) .4axÂill dila^JI ^3 L$ia ^£1 Aj^xldl vllLo^iJl ^3 

Aaiül Aj^Luj QU u \ \ ^jà jjLaÎI jgPull Jjj : LÎUla 

JaÛJxj ^ail A)^2u]l jjC j Aj j2u^ j—alixil AS * - a 4 >u' i 4-aAiJl »2jLwj^-a jjjxj 

. jAalxll j ^bjJl â>° ^ ôJJjUj Aa-^fcJl ^IajI ^aLaII j^2â-all jjj>J 

J£> i^lxll ^TfcJl Ail*. j vJaxS' .jé-ij Apj£ tl$iu Àjjl£-a]l AÜXxJI t Cjl jjg >">11 j vliV^H ^-ip JJ ApuS 


,S U>l^VI ^ ^aAjjA *Ü <jj£jl_2Lali a_lx*-*all jl ^jjaII J^a 3*^ J AôîLaj «ÂÜ2 


^ya ,jjljj^ £-« vJ—aijilil J$ )â<aH ù\ùC-\ >JJ La Lplc- «illÂi ^ 


> 


(4) 


j"l£ lAj y > J Axj j-i AiL]à j 4 -i Ux l Aalc-A^ Aalâ) AûlK-aJ 3 cliajkVl ^j^ftATi J2li. 
. ^ ^' il AaAâJ /pljJ^ ‘— ij*a3j £_Ja jj S jAlaw Ai£j1m^Ij dsl jlftS jaÎ^jj f*^ 3 ] 


Lûaji 'uû^-û ^-a Ai^J ‘ jjjji' Al^lajl JaÎ2 La^-a ^^Lail j^2=uJ( j V 


Ajil ja fc 3^*4 




Xr 


i Jjialxil ÂaLia jSI ^\ jJl ^_ljL=x 


fl * Julie Baker et al (1994) The Influence of Store Environment on Quality Inferences and Store 
Image Journal of the Academy of Marketing Science, 22(4), 328-339 
^ Anja R.eimer. Pachard Kuehn (2005). The Impact of Servicescape on Quality Perception 
European Journal of Marketing, 39 (7/8), 785-808 

(3) Harsh V Verma. Op cit, P194 

(4) C Lovelock et al (2008) Op cit,P322 
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Liaj) AxLoaII ^jIj^IIj fcAjjjAll clo-iVl Ajjjla* idjLoAiJl ^ 

J*-2oJ Jjjjjl' ci*-?* ^ Lul^ Jjj^Tl.Vl ijj 4 JXjSk y ...\»') jl <^Ja££\ 

j $ )n .a l l JJ3J I- : A ^ iJ ^--4 <JU-ajVl Ail ^ixâÜ ^jC ^-iaâ ArJjll ^ya aII^j 

IaiS où 3^.3 aIj^— j i^ialajll ^AU-iaj 4 J^LUil AouûHj Ala-ViVl ^C. Ulajl .\)>H 

^ . ^_clo^kJl 3 >_£. 2 jâll 3 l^-ajllj AÜxlall U 1 » hall 2 >° IajjC- 3 ^C-LarJl iJaxJI 4 <* 4 ^r 

*J£-2u ;Jax 11 ^joLolail 3 sjty j flii a l ) ^3fJ 4 ^jj—} ^ ASU^a] 

^j*..Vi Jiiil .ta^itia»! jjJ] AÂi*_Ja]l 3 AiUiil jjC. A uVtH 3 ^xuAill JJ ^JUlL 

AjIaC. JjjoiV)3 jlüVl ^wnjâV'^ *11111 *ljji Ajâ&}^/ 1 £ 3 j ..ill ^jLoll j$ là 41 

^ .^jjljjll ^ic. Jai-Jal' >. tl-v i iAjlcjil 4 ^ 1 _y^j\ jljÜl ,»C.Û ^1] Aiu^a) tA-aA^Jl ^jl .. n 

(j+ Ài ÜÜ j**ü\ jijti tji ^JUJI j^JâAÏi jj J :IxjIj 

<>5 Jc IjLucI ^jjaLJI a*jI'o 0 jjLLoII JvLk j^o ^ *.ial ïill jailli jj itkj ^L-JI ^-JaL-! 

V ^£3 A— jjaLo joC. kliLa-lill Jjl Loi ilAjjC-j <«J£IslSI 3 JfLUl 4 >>aJl tjjjlil 4JI3AII <j*ajL^xi 
^ A^jU-J AJLa*iJ (jjâj— wJi Ixoxj m t^.}Lall j glv all ^ V] A_u^alâJI oùà >illi.aJ 

uLal jjg aall jjjHj ^jjU jJl ^ Lua) ujôa. J^lâ. jLjl«lj A_p-iâljj aIu^ ^jLdl ^iÂ*j J~ n-k 

^jLxj! jSaiü Jjjlüil AjjlS_ûj 'jlc, Aj£u 31 i ^jl jlV 1 3 j] JaII OÙ J^-J3 ^iû—aüil iSOj^JI 

lIjIaj^j Â^.13^3 jùajxl\ J \\ Jjj ^Ic. Jj\ JÜùS jj^j3 vJ-itail J^i-ob J^aîj 


Ramneek Kapoor et al (201 1) Services Marketing — Concepts & Practices. New Delhi, India: 
T ata McGraw-Hill PI 14 

(2) Janetta Mitchell McCoy (2002). Work Environments (pp. 443460) In K B Bechtel & A 

Churchman (Eds ) Handbook of Environmental Psychology New York. United States of 
America John Wiley & Sons, Inc 

(3) Muhammad Ishtiaq Ishaq et <d. Op.cit. 

(4) Harsh V. Verma. Op cit, P195 
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UjLliÜ 3 l^J&U-o 23 3$— J! ^jaA ^ill Ljl jjÜaII ^j-o 4jlj L-a ^ - zv^ t iliol! 

La Alla. ^3 4— «alâ. 4 duLa 2 iJl ^ £cj j jail j j*— Jl Jlo ^_£jiJ l!:' jji lLoj 4jjlio J-ol£ ,j£ulu 

^ AjjLla jl*— jV I l3JJ2 l 1^1£ 1 j] 


jL^oaII ^aIjj ^jLoJI j^-LaII ^L.V>. J 44jliLa) (Kotler. 1973/74) jLil 

■ ** \ ^ 1 "v ^ o .....,^ /^\ i juai j Ajjjt— 4 . . a) < ' c <q ^ \ 4 « . .iâ l *\ i û jaa^ 4 Vi .• < ' . .J > i\H l i o ■■» >1 
L. Lq 2ÀC. ‘4Li3 jl*— jSH ;jjJ uuÜjjàil klljlS Ij] ^ j4 — *sLa1I 22C jj£»j ô2ljj : JLo 

(Hèla. 2003) 3— 3 >j La£ ^ .<iia>o 4jcLola.l uuliLa SLa. JaLû'l l!iI 2 uulcLaa. 4— 

0 Jj 2 fc'LaAâJl jJa jC Jo— au ojj2 J!>Lâ. ^ja ^ ..^Inll jj^u]l 3*^ ^jLall j$-ixo]l jl 

‘2uC.Lua.I 4ujaJ Jx-ahj ^C Lala.V* °JJ- îoj>«al! Ju-ab J* ^Lajk^llj ^JL-a3yi 

Lûaj c4jj*loil l!)Lû 2^JI ^3 Xol£lo diL j j£j j iAoîlalc 4 jj^u Jj-^ahj ^jJjUll ûj^2 

(4 > .^La^lj ^ jll jj2ll JÜU > V] Auxül! L-)Lo2âJl jio; V 


jSajj ^aujl jj—V' £jUaJL ( a — uj ,_$ 2 Ldl j g In a l l f ->;A > A) j\ j3 jb (Hightower. 2003) 2^1 

^3 4 \\.>>a ÿl 4 i L » ■ \ _t i 4 k jiijll £jj— jj} 4 ..>01 \ rtl l > vV* 3ju ^3 *Lûl2j— LO 4 . ,.iV , n J jj»c^ n . n ~v^ l 

V 3] û2lc.y 4 JI a« 1uI La£ il^ujl^o ^lc ùali^Jl j-o 4 — l1)I jLoJJ—jI 

jl La 3-^ ï 2 j 2 ak 1> j3La j^-lâ. a ^j2Üj ^ i4_o2iJI jA ja. JJjij ^jjj*Û3l 1! ^jo 

o2Lcl ^gi] 4^'LaJI f x> n .^üi tujjjloli 4^*^— ililj 44 I 0 UJ ^3Loll o jg lâo o2*ici j-lC 4j»3 ^oj 24*j 


Laradi Bahia. Op.cit, P30 
(2) Azza Temessek Behi Op cit 
^ Philip Kotler Op.cit 
^ Mkhimni Hèla Op.cit. 

Pv.oscoe Hightower (2003). Framework for Managing the Servicescape a Sustainable 
Compétitive advantage. The Marketing Management Journal, 13(2), 84-95 
^ P.amneek Kapoor et al Op cit, PI 14 
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£*Ua3 A^Lkll jl ^JvLo JJC- .^JL^Jl ^ i wa - i ji l^aAl <-Aax m ^\ ^j-o AjAjlH jf. 

J^r. ^ l 0 > ■ ■- ^l l 1 1-<~Q \ 1 ^ il 'n a *! ^ H - » <1 /">' ^ fi l J ^j 1 a r U J < . .il \ *' • < Ml N . \ t ^ ^ A j . .1 

1 ^*1* l W*^ ,. Q \U^“» il jj >0*1» 1 JjÂ]l J^j]l > J 0*1 I A3 A— U» JloÏÏ ^uWil l j\ 

^ . jg lriA\ A-aLkâ ^_ilj*j^J Ajjjj jl lLjL-l-j jpdl v r>j »illÂ] t jI*_mjV| J^a 


AojAÂll Sjj-aJl jjj£i jaLüI j$ foall jjJ :LukalÂ 


Alix-o t _^al)l AjfiJl jA3 ^ 3 j£IÂJIj Jajj ja i ^_ 1 ac. 


Jj iiaiâ jj*jl al jj laj ^Jjdl ^ Sjj— ail V 3] AjI ji3 ^ja 

^ .^Atail j^Jà-oll A^AÎL La jA j ^j-aâJI ;_)£Lj ^ I 4,jjÀ]]j ^jjaÜI j ^-2J! j £-*u-Jl ^ 

V% ^\ 1 1 I ^ » « /\ j9 i * ‘ if “- * j j. ^ a ..•-■> j/\) l 1 ^ >a ^ .* ■ s . * nv a '»» 1 j j *\1 ^ ^ ^ ; j jjij AjI j a . -1 -v 

£»a j^jUali jjljjll ^Jl aj jlLall Sj^-cJl jl aSUJI Lj jjj-Ja Axj »£ilÂJ tlgjlc. JââlAJj ^ALail 
U-a j>.i\ ^ ^ i^ALall j^JÔaII ojIaV 4a*aL-/i/l ôAA jjj*jj Aj jUiall ji AjjC. ja]1 ojj— sali 

l^jjbjj l^aLalc. Ai A_*-u-j jaII wflAA till jA] ^_1c jjjU vJxaIIj aJj ajlii.1 jSaj V Aj) j 
^ .^IjlcUuVi oÂA ^3-^ i^âc. ^ALail j^Jâ-ailj (Jj 2 '^J jA3 JjUla-3^11 jjjlajj 


oAjjw ^jC- Ajjjt_a S j j— a jL^aj) j >• - i.\> ^Ic. ^^.jLâJI j^Jâ-Jl k jAXJ isiilÂ C- êIôj 


j^-iâ-a A— jaijïj LaAiC- j 3 J jll sJ^C- ^ Ajjlaul ville. Ulajl ^ 3 !^ J^à. J^a A-ûALcJI <ljLaAâJl 


jikli jâljjl' 5 Jaj* J] yü* J^.aj Laïc .l^jjbji ^jL>j' ^aU 


(1) Harsh V Verma. Op.cit,P195 

K Douglas Hoffman, John E.G Bateson Op cit, P204 
^ Dora Agapito et al (2013). Exploring the Conceptualization of the Sensory Dimension of 
Tourist Expériences Journal of Destination Marketing and Management, 2, 62-73. 

.419^>a .(2008) J>^ 1 I AoU ^U (4) 

(5) 


Mary Jo Bitner Op cit. 
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> _ 5 ic ^Srk - u . Aj'lj ^ 3—aj AjI £âl jJ Lû^j A-xâj jjjJ^ j+ sx-lu * iuLujIjJI jà\ j 

ojj— a ^çlc. jf\* a jù aJ ^.iLail j ^Ô a I I JjJ JjÜI * jlmiV>lj ^ . l^jâL— iaj j$j-2ü Igjl 


(2). ( - 


!CjLjja*-iA .2 j31j ^^jl^-wJl yiljl*-dlj 4_a.likJI 4 _»-u-jja1I 


Ïs— s^lutAll J jga>ll 4 a.Ua 1I A-ûA=Jl o-ijc* j 4» nk JL-oj) :4Jlui jU 4-alC-J ô jLufrL . 1 
J-Uaill ^jjb j j l^màlia ^jC. 4^-iajjaII jjjaj :ôLl£U LjjlA d jLjCÜ .2 

.»-Jjüxû]l jjjUII JJ ^411 ^ISaII ûljLfc] j J^)jl jl jaJI i<jl jfyï 4ia— il jj : jjla a jLutU . 3 


uAjIojüI Jjg * «Ti jLaII jg & a \\ jjj :LmjLm 


Ln^ tA-u-ijAll (jjb^llj el-iS* 4 _oCAj CIjULuJI 3l$— u» ^^LaJl jfrKall 


LaS * ^ .^-ûAiJl clilil cujÎ *Üa*ijS , l oc US ^_paiâjj j*1 ^ijjj La^JC- 6 jjJ ^3 J yj^Ji 

CLlLa^iJl v- J jJk. /jjj jll 4 1 -ol SJ l vJjLjjla-ail £-JajJ 4-oAiJl ^J-Uj yJjLLaC. ^ wlijLij 

lV\ l s g jC . -x 1 i ^ ' < *i0*\ I l »Jl)LlLaC Jj ' - .■. -v i Jisî 1 ‘XÙlU 1 4 ^ .i . .i j «y]l 1 Q> ^ ' ^_JI 

V :»j1\jv1I ^UuaVI > _-Uxj v vJ1jLa-j jaJI ^_>bju Jjl JJC- ^ OjO^ S^J^ v2Ijl jl^/l j 


4j— ûlU iaU^'j/l ClVU*- c-llc-Sf JJ U fc^jl- ajUM l r-l jfi J clil jLi^l Jla ojjiu-â 4_pLa jAliâ-al 


.2j$_a.j vJLli j *. v j UaT u Lac LftjJr i j JÜ_û 'ûlaJki ^ . î - c ^ oi JjjSj LûS i^jjlj^lj ^j^lxll 31SI 


(5) -ûjjjî' ^ > j4' 


E.amneek Kapoor et al Op cit, PI 14 
(2) C Lovelock et al (2008) Op.cit, P320 

^ Pvoscoe Hightower et al (2006) Managing the Servicescape for the Funeral Home Industry. 

Forum Empresarial, 11(1), Mayo, 43-58 
^ Laradi Bahia. Op.cit, P30 
(5) Harsh V. Verma. Op cit, PP 194,195. 
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lüjLo a l-i.riM ü ^jLoJI jg-là-oll jL I J I a x U 


^ÿull v J-Uj)j^i'3 3^1 i <s J^kc.y\ jj^ilj «JjljLiyi Jlû i^-ûJLkJl ^lljl L J^C Auâü£ ^jc- 

J>^43 3 JpLjll jUaSj) ^.ü ^iJl A_pLa]l JS»Li$JI kA_xu— ^^ajC- £ j-2ü 

AaLaC ^ jjJ Aa3 ^j_jj^l i*^d Jl-aC-V' \J^ AaiLül A2ji]l 


A jg-1 ^ 4 ’iuinll ^jLaSI j$ foall jjJ :UjL m 


J kJl>Vl*-ajV^ tCj\£>Ldl ijljsS’l J>0 o.V4».a AÜo-i ^Ic. A-o-liJl jjjaj 

tj*A jl jjV ^lÜil (^Âi' ;jjL jj ji-aUJl L>* ^Ic. *• ; >>j <AJl*ij ûj^ÂS v" > 1j\ a C Aliïj • A ^ -.xl ' V 1 

A uVnll ^ .AucLal^Vl AImluII ^A ^51— j La -lajljSÎlj ^ . ajA k^jAïU-o t ( ^jll^lc. 

jjjlx-Jl j fail! Jjj-iâjj JjsVl s. «ftï: l$£>lik 2 >a .^1 AjIasJIj « Socialisation » AjcLu^yi 
J J^Vl JU-ajU ^Ia jjJ ^jUll j$2xa 1I ^Jj^s Ckilij .Ao-u-j^aII iJ&lj *i3^L-Jl diLlialaj 
^&a ^iLalxll v j ; iJ A^^aII ü$— ^ ôït 3 0^°^' C& ^->^Lj! u.'. >lj. <; J^UI k^-xâjl<xi) 

^ :^Jj La JJ Loa jLji' vl>l£ j.la J Jjjbll J AjAjJâ.'Ts vJlUl J ^j 2 Je. 


ÎA— Joie -Ij-i^J Je AcLulJ . 1 
ilg— ajL-xa^. j AC ja>a!\ Lixll Jlall ^jLall J J .2 

SftljVI ^1 > .. »'i l iilljjl *Ü Ac. ^a > a ! I A^a^&o *Ub Je Jaj .3 

^-JJj J^L J— »*-M ^Lla) JalxJl aJU. jj i x l^ ^i^aLo j-a J .4 

. l jjiaLtI] Jl cli^L-iil ^-ic. 0 jl suxJ l AcL-jj .5 


K Douglas Hoffman, John E G Bâtes on Op.cit, P202 

(2) Harsh V. Verma. Op.cit. P195 

(3) , (5) K Douglas Hoffman. John E.G Bateson. Op.cit, PP 202, 203. 
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cL-âil ^c_û-iU S4 jC.LûÜa,V 1 AjuiH]) ^2 ^ JUi ^jA ^ ftL-ûil 

j^Lâ-Vl J Jal fJai V ^ JjvlSLLa > jli 2 k. l l iâi.V La Jjle^-j j£J ^ Je V Aj ^AaII <_£j^ cIajjU 

jVI ^A J <_£ j£xa*]l "*La ^ j" Jg—utf «illÂl <lA-j,Vy>f» JA jl j 03 — ûll ^lll jî ^ ;.u>>\) 

,jS-ûJ JUa 1 1 ). U JJC- j <? McDonalds » ç»ellxa t4_j£j^aVl AjjLuuo Aj.^ 

jAaluJi 4 -jAjj ,_£Âl' jjAÎIj ^gJj ^-aïi Jjl £3 ^ail 3 1 -JjfLall 4i^>i£ j^ixal' j— ali*] 

j U i x u i a JÎSj t3\la .AgJjjfc J^jjll J-i £3 jjj ^ÂÜ jjAIIj ^AÎiil ^Uâj 

^ .4-oAx ^ljj*)/ ^Axljj Aie Ji*-o jUal jf* £ jjxl! r yu~ uj J^ j® 






A_oAxJl »-** ' 1 . .1 j ^ ^3 ^ iM J .* » I l jl *^A*-cail ^jLoll ^ ^ /jl > ~* m» I l 


J] ? UaVI Lln^ s-ftiiâTill s!j'lûAx£ Jjljjll AaJ £“l ^a ^3 '^Juik ^Aflj ^ill ^Üj 

k _ 5 ic. Ajljlx' >— 1XJ dilij . l$JoAi ^AfiJ 4 jjuoi^aJI j -1a*Ü—ü Ù2 ^ALa cljlA*-a]l ^i A ^raJ 

^i£i) j$3xal' jljjtVl J«J ÂxV' J AaeLolxi j Aj4jlô j JJLax. djlÀx-a 4 hAk^gjj k _ 5 ix-a IgJ 3 jL-jj 
j$ I xall f v.xu.Ti Jj ^oAixu Aialx^l ’dA J jLxj ^ ^ AljàV^ k _ 5 Je ojjjLjj 

.Aij—iXjJ cJf*-*i^ iJllUll Je t- L'A vl b JjLili La£ i*Ü Aj^UI j^aUxil Lxjj oALuI ^aLoJI 


c . c 


^ jLül ^AAruaTi (j^ujÎ :JjV' uiUa^il 


o Jj-û > _ 5 le J3— xxii CjLma— ij^JJ J^-oj Aj> ni Jlu»l *Üj— j j ( -vuuXvN 


^ yuall j >AiVl J 3^*^' dillu j 


_>Lx_lXaJ 


jîj"^ 




jjJ Ja 1 vTi vJLjLol ^ ^qJ' ,-»Lyy jl V) 


(2) Harsh V. Verma. Op cit.P195 


.433-424(j-a ^ ^ JA~ ^ ^ .(2008) j_^ii a*U ^U^ 3) 
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JU*U AJâa^ La 11 ai 1U r IJSN»j Aaiiüll Jjâl^xl ji Ailb .Jg-aJI 3 ^aj 2lLi 

S jj$_2iil jl-lLll o -3 ' 1 -** J^-^JJ ij >*-J^ ^3 4- n a.a Jjl^L <_£-l] ^alUÜ A_ujL-i1 aL— > L a » - <oa ]l 

4/jIaLII AjI$J Ujj >. à t~i ~W j ( aJ— -ail! Jjï *Üâ^.^L« LûS* . LjjLdi j lAiliS 4»iijL*ûAll iblUaj) Jlo Aj 

^ j ^jLdS^ ^.a.— Till j K ft)IV> ^£jLûa 11 ^Aillai) i^iâ ^Uaj)M ^ va.AiH !>CL« 

ajUic-L tJ&jyL* ‘tiUUJLoj U^ja-a jj2ju ^ja.AllI ji Liai (Dechamp. 2003) ^ JJ 

jlj) ^2 s _ r a_ul ji*J J ^iLn&T) o jliic.'ü Ai»U2*_ajl AjLoaI—kj ^3 ^-Àjjxa jit~ j A— u->^a]l ^ AÎ AÂÜa j 
^ Jîü JlLiV vLll$Ajj 3 J- ^C- jib < xLJl p.)A*Ai ^ic. djbkjS/l 4_nll£. j£jj .Axa^j AaC^j 

^ .CjLoAâJI A— jpj ^jLall j$ 2â— Il J^Ao ^ill Alnll j Ananll Jla ( xiA*-ajIl 

.^Xû—aül S jl j] J ^xui—alil AjaIaj ^«^ba J frb -a p . \ A* s\) j ja>/u i i _ ? Jc >— liA Jjbkj 


f J*** : ^jî 


AjI j fc _ s -^û P^5-i s _Jc i f—*— " ^ AâJ ^ La. ^nll i jl Jl JaA-i^ll ^aj— 1 1 ji-Li 

<3&?^ * .AÜjIj A-<uj*J ^ j A wa ü H ^ol ^3 jA ^x— a-xll j 4*UujxJl )>5 Jc- Jaj ^3 j»j*Jl vJlulj 

<r ^ûiDUl a-J£JI «Design» ( xux*-aüll ^jL «Ln^ c^^kVl sJIj'JlIII aJ ^Jaû £— dite 
*A_û vJ ic Ja <r Dessein » Â-j jxJI :aj— ôjàil a*2JI ^ jl2*l£ dial2il j Designare » 
* 4 ).a_jj ja j^t li*j g j^Ls ^j .^ >'i ^ic. Ja U « Dessin »^ jl'j 


Philip Kotler, G. Alexander P^ath (1987) Design, a Powerful But Neglected Strategie Tool the 
Journal of Business Strategy, 5(2), 16-21 

Gaëlle Dechamp (2001, June) Le design de l’environnement un outil stratégique pour le 
dirigeant de PME ? Paper Presented at the XI* 0 " Conférence de l’Association Internationale 
de Management Stratégique, Université Laval, Quebec 


(4) 


.524^ ‘oL- j ■** -(2004) a^_>*^' ^ 


Gaëlle Dechamp. Op cit 
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kxA\ Jj» U£1 £ j j a 1}U_« (De Mozota. 2003) d^jHuil tciilj ^ 

aI^.ja 11 J JAoi]! jl jll JJ AiL-bJ i42ÜiJl^ 4-ilvLklll jaÎI J ^_i^JI jl 

r> >x 4 ^l2y La£ ^ + 4-ûJ^Jti) = ^aJA^ajJI : — j ô3a ^**iV;a) JÜ cUaC-Jj 

S 0 

iklAlnil icLuiV' (3^ >=*-1 *^>a ^*n.^ A-ûlS *ülj ^xuu-ajjl J] (ï Larousse » 

ilil n» u.iH ôjj 3 Jj£J i<Lw,c £-tijl *JjU— a'^J 3 ^'-^ =Ui i JIa^ > ^-âjlâ 3 3 A j Jl ^iLuil JaIajJ' 
^ Je 4 j 1 jxllj JLâJI UiUaj] J ^ ^Lai I 12 a j Jxi t cliUjîUMI j 

Ja-aj ^jc ciiaJI *uLc" : — j ^xo^ojJI (Kotler, Rath. 1987) '—ajc- 3 * 

(eb^H) <J— ujjII j— a liai jUâJ! JL-jjcL-iV^ A -^J J ÛJÔ^ '-‘- 3 J 

."<— u- ij^l A-o^Luoil u" il'inll kCjU*jlo]lj yj^-exu L*uâ (A Îlfu Jl j i j^xaII tAjlxoll toJjJl 

. Jlai fJA à Ux: JJ J y-c J £- -ixo JjjI jl» AÜjLJI j— ali*J) ^3° Je- 0> -* : t ^j Aûi J] ! jUilj 

^ jJaAâJ i j aJjJl icbVI ^JjaII tjnftjlâ^ll JJ t j j 4 4 .. r > 4l l Lu3 La£, 

^ .4Ü^Lj pLoaAl jjj J£-i ^IjâJ JJ fjic-LjS\«Stylist» 

j ^j-ajL-aâk £jjl J iaL^jj AalûC. J! jJü ji (De Mozota. 2003) S J 

2 aL2ô]i I3 a Jp *. j S JjVI tjl Jll 2L^jl tftL2üj/l : ^_^Aj 

£-o AjaIxJI *U^^Ldl A-U^abkj AjluÜj 2oj jjj 31 ^Ic- ^ 0JJ-a Jjl CjjjÜcI 

AjJj J <iljt2u kdi^J J jloûVi CjUkL*. ç.\jJ*\ c.LuüJ ^ ^jill J ^ wH ^ û\y\\ 

, ~* '1 ' ^ 1 4 1 1\\» I l jQ-« \ l O^AxiLo 4 l’a J 4_lâlâj Ai^*_û 3— — ^ e. c., ^e. ^ < \ i,^\ i ^Q| i j. .*»\ l » . .1 -A 

^ Brigitte Borja De Mozota (2003). Design Management. New York. United States of America: 
Allworth Press. P2. 

Larousse Op cit 

^ Philip Kotler, G Alexander Ps.ath Op cit 
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A. 'n a » -a jj ÉajSâ .lu*>J JjViN < _ 5 ic 4 j jA 3 k _^-o l^jj— 

ajILo^JI cAjjU-ojaVl s. 1 j 1 ftj» a 1 1 £_a s_. ft . j S j j lil»-i ôj^_« ja \ j \ jUa] ^3 Ajüalû 4 j1a*J Ujj 
JjSLoS/ 1 Alull ^ j .a >«->"* :^j k 3 ^L-iâ' 4 ju j) Aj^-o ^ . >>") .^JIjJIj .Ajjlaai' 3 *Ua. ^l^iSull 

l ** 0 . -vViæI I l^à-v\ 1- ■, I a ■ -»%*» » f- 1 t I *1 si y ' ’^jj-ûll ^ns» ï lj jLo 4 . h.k^^) ! is~i ^jj| 


4_Mi-J3^11 JjLûjJ AjjlaJi J) 3 >j O ljLi^Ü ^jljjJI î^JLwajVl Aojl^j 

:^J| yi\\ ,JSLlll ^ jüSl siUi ajJ ,jSj»J ^ . l«j l >V)^3 j 


^jrfWdViï l 5 :(3- 2 ) j J£**> 



lill Jjj a J3A9. £ ^fljj Jln^. jcIiVIaj»]! ^j-a ^jAx]I ^Jaij ^ja— aj]l jl JS-ÜI J-o Jàa.^\j 

3^-iuJl jSi 4 J!jx*a ïAj^jI! tajl$-ûll j 

3^kj ^ Aftilâk-û Aj2j^ sJjLilftj ^2 ^j .< uA)l l jLaiü' ^jC- J3-I^JI AjIa jix J 


(1) 


Brigitte Borja De Mozota. Op.cit, PP3-13 
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A wi ^ 8 n ' * . ^ il l J \ ' o ' Je. l ^ A* s A \ <9 t\ A <0 jn i'i ! ^ i*v ^ J*t <i \ 1 i\ >A # ^ 2i i ^ 4 . .i . ii j /)|l 

*-l>bkbk A—a^l^ JjS-aJJ 4JA4A— =uil JLi)!\^til\ y. . fli"ï- kA JjL-aC.V! Jxtu ^jX± ^ ^jLôJl 

. ^jaxOjII ^ya 

fiA*^jl\ 5 jb) AjaL» rUjlii 


^ . j -Q.u ai £• jLj A— u-j^aÜ ^a— c Ajjb^lj A. j A ; ) ] n . n . l l JliL-i jIaaJI JjC- ^ycu^kj\\ ojbl jaxÂ 

>.** il i\ aw 1 1 û£. jfN i\l A -v i* » j\j JjSJ 4 à *1 . ^1 1 ^ i <i .-xVil l >« i ^ t J(x® J *> ■-» 


AjU 




jLail Ig-lDal) v ^j]I cIiIjI^aIIj *-HjI— * jIaaII 4 44AjlaJ.il Al^JgjV 1 A.LuLJ 


LûUoj^j .^i ^JjV' ô^^ûü ^j a woiI I Sjb] wij^Jâ 23 ^ . ^j a^ aJI I Sjb] IajLJc. 1 ûL jLaaII 

l^ôjljjj ^j A^- aTi ll kl)Yl£j AÎL>L*J1 ûjb] S 5-i*4 di3^Jl till- JljlS j >“ il in..ill 4jl-lJ ^-oiâ*]l 

clilüülc. ^\c- Jali^Jl j £J jLaaII J$— Jl AjftïlH ^jA-i 3J <jl l$"lAg a vJlûl£ Jlurk 4jl^âl jl JjL-UX^A JjA 


^ aRS^I Jjjj Ailla 


Ajjb! A ]g .ji ': i ^\\ A^klaJl jtgJâl ^Ic- Ig a ^ sa Jfijj '—ftjjljull v ja -1j.1xJI i2LiA.J Ia43 

AjulLo l^J ^Ic. (Gorb, Dumas. 1987) JJ ^ iJJjc JJia. ‘^aa-oaH 4-iIac. 4g_çk^A 

•îlij jL^iV 4 jj»1^>a 11 AjAJâjjJl 4^2*1^! aIaL- Ig i A»Ja ^jl— ij'j/l £_L-all ^jjsu JaLwü 

l ja «> j f v> A> ^l l pja— s»jJ1 S jb] J (De Mozota. 2003) ^ jj b»J . jj^kiil 

J^S f A— U-I^-Jl JaLij kllljjiL- U» JS ^lc ! xLax-alll j^jjj ^l. n% 4 A_»-u-j jaM 


E.icardo Chiva, Joaquin Alegre (2009) Livestment in Design and Firm Performance: the 
Mediating Rôle of Design Management Product Linovation Management, 26, 424-440. 

^ Brigitte Borja De Mozota Op cit, P68. 

^ Peter Gorb, Angela Dumas (1987) Silent Design. Design Studies, 8(3), July, 150-156 
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A- LaL» ^»aa— aSll ojbl (Chiva, Alcgre. 2005) jjjc' tjLuJl J ^ .IgilJ 

^2 L-ibi AJo-ajV' JoaJJ .^aAAo-ojJl AjIaC jlaj'j/ Aj^aaH dA—i jIaaII A jAjk Ï\W j Ajjbyi 

J ) liv' ^ g» ■ ->-»l l J ô 1*» 1 a'd I » <*1 >** il^j l 1 1 > ■ w**i , i 1 ^ al j) . .i l J l g < . -al i ^1 A A3^jua 


■ ^j a. AiH JjLk .jJJ JL-ajV' 


^jA^IÂaI' Aijju^j A— uxjjl -_àl.làl Je. ^Jasj ^ ja > ^ a T i l ' 0 jb] Jjî JJ JàilLj 

2al2u l$ji '-AJ -lu u ii j jx— ail' Xal\ Je. ^kJdl ja—j' 2xj 1$jI—u jIaaJ J ( a^3 Jj^aj c 3 ij-Vij 

CjLj jIaa ^>A*J iIiIjj x aa Aj^j jg - loi C . urfc . A_i2k jlâJl Alnll £a AÜ^X. djbj ^-a-i^aII (J^b 

^ ^ jj « . .» <\H ^ A a <ol l A 1 . .il . ni A i . .i i < ^ll A ^-t .‘.~i 1 ^ i y\ . \ 1 1 . n i ^ 1 « 1 1 | ^ j > . ,i a 1 1 * t ^ ^ <1 1 jjbl 

AjuIxa ^ ( _ 5 -a-Jjl JJ— jVI jp . ^l l J ÏAaJI 4- L u LJ *Lac!.i 1! «Üa2uV' ^JAx ^a i ll J_2u vIaja 

* . ** < 1 ■ « < . ■ <\ L,* ^ lr-. . ** i l . ,i . ^ \ a . j-\ <1 1 J jbl ' f*_ i . .1 < | * j ^ ^ A . . 1 . ■■ j >\11 A i‘a i ^ . >i il l A > ■ <11 1 1 \ i <l l 

<^ji^3 l&jzA ! Je ^.xLaaj jljV' J JA# ‘^ixA AjUa&U ^J*i' J j£ 

^ ^ J 0^ 3 ^ J JiaI' ÂxL--«3 Jlfr ^OJ A-ai^^all J JAjpj Ï^IjIa^IxaII JûJ 


^ila. ^xja— aill o jb] ^Lai <jj JJ ‘■li' 5 fb J (Herteustein ef a/. 2001) ^>-a là. 
( aAA-oji' a jbl Cjl j.1 -IjL-ua^aII J Ia£ V'-ûC.' JUÜ' j^AA—aj]' JJAXJ fc^— u-i^aII cb! J 

f >A A* ^ j -li'^ ^I aII a t3^Uaj J' Jaaj jj i^JJ^l ^aIIaI' I^j'^j'x. ^ JC'"' bjbl Jj^j 
AjâJj^oull C_kjUà j\\ ^JA ÛJ^ ^J^Sj ^jA.^’.l' Oj'^V J-û; V Ia£ ja^'j 


(1) Brigitte Borja De Mozota. Op.cit, P71 

^ B.icardo Chiva, Joaquin Alegre (2005) Design Management Approaches in the Spamsh 
Ceramic Sector: a Comparative Case Stndy Int J Product Development, x(x). para. 1-19. 
Gaëlle Dechamp. Op.cit. 

^ Brigitte Borja de Mozota (2002) Valeur stratégique du Design Un modèle de management 
du design Revue Française de Gestion, 28(138), 75-95 
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£c-<u-j CjUjUL» ‘IxÿÜ (Jevnaker. 2000) Cià.-o 3 ^ .LLJI ojl^yi ûll*Jj >c.^ je. ^LJaâ ^ j±^}\ 

ï y—l^^LuL lLiUUSII £C_aJ ajl^yi ^ic. y . V%j ij'utà JS-Iu ^i x. ^-a . 1 ^jl £3jJ v. ” i l 

£-a Aj^jliJl j AjI^UI oJùxlo lIiUDI*-!! 2>a Ax*J 3 /iKi.t jj^*J3 4 j»ajj y. \>j loS 

y. >>■) 3 jaII £cjJo 3A LO i _ 5 i c. êLuü^Ij jLoC-Vl | r>J<o*rf^'i ^ 4 _nx]l y_ikl^o]l 

^ . JLoC-Vl f } a» si") Jj-a ‘UuÜl A*-ajJ ^ill v_î jLkJ ^il_oj ojjL-lo i _ 5 ic- .liSUJl 

fj JLaII j^ixail ? j)^ fto : liUlj 

g^UI Jg 3ô.aH r -vjo>^"l jji V] fit JS-Ij v" llrk lVl j»A9J /^o jJl ^-ic. 

^io.d -11 jl lIiIx^V 3 ^xLo—aüll yljVl?^û 2 >-i (Dcchamp. 2001) y" va lli il .^LuaVI J^a Jil3ÜU V) 

djljl^_oll3 L_fljl*_oll J2Ü 2 )/j ^jLioJl 3 /jSLavÜ ^i ^lall f -»uu«ViH ^ jS^£ J ^loll j^Jâ>2l 

AjjLoxaII A— j^Jl 3 ^ x o.* ^gl ll ^ l^.^--b 3 j^SI 2 iJj jli J Vig oll ^»_^ic. J^a ûU— U— uJl 

^ . < _ 5 2xa ^^lluij ji ..ÜfcoTi UjjÏj A. l q. IÀ A— y^^o JS ^jlj Ai^alây 


J3I0 Jaki^l 3 JU>" : jî la$J 3L y*lta (Fitzsimmons, Fitzsimnions. 2006) & 

k _-la. 3 A-oJi^jl ( _ £ Jllo l$_i J-oju—ü AuijSJl ^\c. l*-o A-o-^-l! A^JaJ ^cUl ^ - ‘u -oll 

L-ajl ji JJ— >V1 ^jLoll j^Ja-aJl CAjjS^ ^iàillj ^ ." Ji3 ^j-a 2 /LoaImlo jlS 

^u^aoll je. !)uJaà fc^L-aJ^l 3 AxjUal l fijUnll piAx^x I Jï^ A_axo*-aJ 


^ Julie Hertenstein et al (2001). Valuing Design Enhancmg Corporate Performance through 
Design Effectiveness. Design Management Journal, summer. 10-19 
^ Birgit Helene Jevnaker (2000) How Design Becomes Strategie Design Management Journal, 

11(1), winter, 41-47. 

(3) Gaëlle Dechamp Op cit 

^ James A Fitzsimnions, Mona J Fitzsimnions (2006) Service Management (5 11 * ed) New 
York, United States of America: McGraw Hill/Irwin P227 
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Ala*2*-ü A3 Loi £ciio]l 4iL*Ja] 4 A— i— i yA\ ible y\~ iAj jy J y jAjj La LaJS ^jLuJl 

■ J x-l AJ k f wnj ^aUII j$J=uJl ^ a ^'i <jl ^_yljt-a j ï»J1jLoA*J 1 A— u-ijps ^ 

,*\\M 4 Ldlê »- cK ' j ." \Q jll j A^_sJI J^a . 'IL,"' < (jâ ^ <j^]\ -, ' a , s-C' j n« i 1 

‘ +* }* >< *' Aie. ^Liib ^ iojiJu oaIc. > _ \x ,s~i} 4ili Jaiib ojuiüj A a\a,si) ^2j LaAiC. 

4^a*«^a]l j gJâ , ° : l3>^ 4- u . uj jl) iljljijill ÂLàJjV cjV jL-al' _paxj 4^1 jj A.:x >A% .. H A_L^jpJI Jjli 
jî^j ^!iJ) Alcali ‘ J^IaII ^ya A— u-j^-ail j ^ J â * jl J^aII ^-ijUa^j ^j-ajl— aiw jLiJI .j- 0 

^ i. fiA ^.u^a l ' t^A^a>AaJi ‘^ x îf^ a ^ ^ UjC-joll j^x2Jl 

^aLoII A—iâlla ^A-ïj iA-ûlA^^J! Ajl_jl^"t>J j 0-^D^ ^-i'-liLua vljlj^ali S^aLoII 

^ -AJIxÎj AjALoJI jAl Iâ ^ U r^jull 


j<§-Jko y& ujjJI ^AajJI t^La^aÜll j y. al! ol±h ^1' AÜMxJl jiiiJlj 

i^jjlijJl CjL£^L-j Jjju J AjjikjJl Ab-tajai yû jliicUj i /jj-x31loJ 1 v _j c ' JJaÎN ojjjjJaJ Ajila ^aLo 
Jji* (. c_â]L ^jl ( a^*-£xaJl ^Ic. in ^bili 1 ajA*j jîiSI ^aLoII j$JâaJ 1 -n_i— aj 

* ^Lll^LaJI cS ^L fêlüa JjfLÜ j$2â-dl j— a Lie oA.Wxd' Â_ia*21J \ _yâi 

4 jC-Lbej j ^ i J>^ jÂ ^ixi jit> Jj JaA3 ç.\ j2Ji V Aj » .:. iî-a jA 3 


(4) 


. aL<J 1 b rt i l A Ui ^ L» ' I ** < 1 ^ ^ I 1-^1 ÿ ^dis n à J..I) 1 ** J ' L 0 /\ I »\ Li S < I A^A 


(1) C Lovelock et al (2008) Op cit P319 

.4 33 ^ .(2008) a-U. 1 (2) 

^ Philip Kotler. Op.cit. 

^ Katelijin Quartier et al (2008, July) B.etail Design Lighting as an Atmospheric tool, Creating 
Expériences which Influence Consumers Elood and Behaviour in Commercial Spaces Paper 
Presented at the Design P.esearch Society Conférence, Sheffield Umversity, Sheffield. 
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‘jjlolxilj jjLjJI Je jjjtsll ^jLJI jJxaJI ^x « u^3jl jjSV» ^ ■'.•dit j^SL 

jsü ,> (l * * wjla.jjllj^ ^UjjVU jjjxdu ^ 1 » -XJ LoJ AjLxj » J~ alic cl£ul J .i i) «iDÜ 


ôLujl S l.W ^ Aj^Uxo jjjjij j-a^i IA jjê J JÀ£]1 dujlill fc.\)>ll c-UjJÎI jjJ Jl tAjJjl! 

V-J j\]oaH jjjLII JJ J 3— É3 J ^JAi^ajll J Ljajl dlÂj u iUti'ij j ^ . JL jll j-* .lijft]l 

,*£U] j^Jâdl ûJuArfc JlLCil jl AjjIaII d£L$-uII jauu Jl* JL J Cjla.1». AjJj J 

^ tlWij ^ûIaII jjiall ^jA*^iTi J L» ^ w j--aUxil -■ ft i T i i . fi J Jb jJï di^Lu^aü jaju 
^ .*U-âlLail oAii £• jLd] L^a^taâ. jjbjll i-J- l aj Jil ôj^-all ^jl LajJ 


aL*«j ^-LJ! li*ll ; ->j^.Ail 4Jajijla u_ij'Jâj di^lj (Deehamp. 2001) duiali 

AjLo. j jAoUJlj Jbjil 4^1 j] jjiji jC- JJ*J Jais J i— liljl i j Ajaoii jImi) 

;_£ j*-aJI ^-llrO^U *Uj— j j AjIIaJI Aida J ïûC^a. d)12 4-o.li dl L L aC . l*i>V 1 ^ .lc-lÜ 

AJUdV» ojJÜÎ) J Jb-aj^l Jldj LxIij ‘ j^Sudl Jl* ^pfcuqjl l ^2 ^ladl ^-ûlaJ' J Ad j 

c l Jjj) (Lo. 2011) dl ^ l ^ .4_c^^oJI Sjj— a Je o jiaa^dî Alu^j ^2 dlil 

Uejj ^UlAVl jljà) : Jbuî 4Ï& J2Ü j>« 4 j1L^jI Ailla j Je ^ ^Lall j^ii-dl j*-abe ^j*.^") 
^ . A-oiâJl A— lmi^aj jjjjll AÜj jj lj;J j $A— u-ijd) jjjjll AjaaÎ jlJaJ t jjJjll 


^ Suhaila Sufar et al (2012) Towards a better design physical interior environments of public 
libraries in Peninsular Malaysia. Social and Behavioral Sciences, 42, 131-142 
^ Jeou-Shyan Horng et al (2013). Creativity, Aesthetics and eco-fnendliness a Physical Dinmng 
Environment Design Synthetic Assessment Model of Innovative Restaurants Tounsm 
Management. 36. 15-25. 

^ Stephen S. Tax, Ian Stuart (1997) Designing and Implementing New Services The Challen- 
ges of Integrating Services Systems. Journal of Retailing, 73(1), 105-134 
^ Julie Baker et al (1992). An Experimental Approach to making Store environment Decisions 
Journal of Retailing, 86(4), Winter, 445-460 
Gaelle Dechamp. Op.cit. 

^ Kathy Pui Ying Lo (2011) Designing Service Evidence for Positive Relation al Messages 
International Journal of Design, 5(2), 5-13. 
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I * 1 1 A Aa-lu l’yt L_ilAA l j J^aC- A*_nis j , % .ij*j. Al ^2 jJj4 %J<®1 3^ Aiui 

JaC A*_uia ^Ju j*j ^Iulj a jjAj ,_£.}L«J) j^iLajl ^j AL ^i s ^1 *-<j A^A^JI jA ( _ 5 1 oj 

j^jJI Aaj-x&j Ajl \\W\aj jSLV» ^g-2 A—aLâ. AiKoJI Ji* Aj^-1£-Lo j £ llall jIIjlII tAxAiJl 


.\Ak*A> ijS-OJ L_jj£ ^1 Aj J^-jJI Jftln/vll j <jÔjS?l J'l-Û*luj] ^5 A.uaua (jjjl^ai 


jX-JaiuJ 


*^. 1 <0*1. .U û AjAa. >** \\ «As l . .il \ <1 ji 4_dLk 4 «n w \ Â "\ -v a ^ . -i jpi i -» - ^ . .i**! 4a' j!ii ^ I l -v 1 1 Ia^U 

S j^^Ja£ Jpbjilj J jLUlI sJjLiiLa^Jl ^1 Â^.l^JI tAiâl ^ail A-a lV il >lLa1o Jj^SM 

Alullj jj-i IjAklj ttf j&\ y-i aixll '^u3 ja£j ^Üll lIjLul-j^aIIj vio* L$uâ Î^ja-iVI 

■ ">1 ^>11 ^2 ^ja aLmjI j fC.Ù ^jC. !iLJa3 *GâlAj j ^ <a >-> ^ 1 1 J^lfl ^aJ-o-usall ^ÜL ^jl l. 1>1 ù\ Aki^aJl 

^9 . 4 ^-» 1 -v is 1 1 4 ‘i i <\ l 4« nU ^±3 LûJ 4 4-v v\l l 


^jLaJI j^JxaII p\Ai/i\ Jlxji uoliiA^ 


A^-^-û .. ftiuA) aIac.) ^ I^Lia Lalu ^^LJI j^JsuJ! f iiA+ sx) jlaji JA*j ( _ 5 ic. ,j jl^liil 

(Kotler. 1973/74) .JLk .CjU^aII ajj S ^11 ^ 3*4 .12 ^Âllj u iLSjII jlüllj lAlauSfl Ail$J 

A*jJ 1 S . . . ( ft>%H < ô \Ji\ AxjJI j±A À] 4^j-LAiJ' ^aJ] C^IâAaI Ixjj ^^LJl j^Jâ-aJI 

SJ»1^a] 1 tôjl^pJl ^ > _^-LAiJI Axj jjil ^ill A*J i ç. l_Ja ^Ja\\ ^2 ^ yua^\ 

Axj : j jUj! 1987 «Baker » Coa^. IaÀ ^ .A_Ja lIsUjUaII jjÜll ^uj 

v _giu ià ^ ji ^4-a*-alll ÙXJ S...<il^JI 0^^ kA^jljll i ^ . iu^ ^oll ( j^-Jajj ^l*Jl _^JI 


James A Fitzsimmons, Mona J. Fitzsimmons. Op.cit. pp. 228-230 
^ Philip kotler Op.cit. 
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A-o-üJl jlfLû ÿaLalc 3 ^jSUj vj-° jâVl J 3 - ^ .laullj ^j^Üj A jIaC - 

^ . <il 3LJI 3 l' i.a l l 3 JJiaJlj 

3 ^Jl a*j : s ^3 jIxj! <££Ij (Bitner. 1992) ^ j J>« ijS-iu 

». 3 t sliLû^lxll -Ixj 3 $ . . .CjI jj$ Vill 3 A— j^ 3 >dl ^ 3 -* ^ 0 > 4 t )]^ 3 ]l~^ Axil! ‘^Ixil 

L-ûlaJI A-LûaS’ 1 $ iLa^iT) ^ ^C-^)ll ^Ic- .£cJ] t Jliulüil idjljLii^l 

Turley, Fugate. ) fis Lojâ ^ .^c.Uoa.Vl .ia-u>J ja jl VJ ^ 

^3 CjLoAL-ia]! ^jLJaxII .1x 21 î^lxll 3 ^]! Axj : ^A 3 .llxjl A_-wxik JJ 3 I 1 IJ (1992 

f\A.sy) Aj A^ 3 o ]1 ^]J jo-IjJ jLaxl»J .Ixj *A_mu-jj^a11 £2 3 ^ é?' -l*-2l • 

^ . f > $ lrâ /j-a 1 $jV l- ax a» J ^1 ^jjlalxi! Axj 3 

^.Sujl^LJl .1x21 : LaA .Lia Jj^xj (Carbone, Haeckel. 1994) ^j-uJ i^jâJ AJ 3 I j ^ 

. J^jL^il ^ . 1 * il' 3 i dA 2 l Il 3 ^j^^rkll 3 ^]! A£»j. 1 j La Jj-c-Jajj 

Lüjj ^ . 1 x 21 clillj AxJ ^iaLjal axj (Beny ef al. 2002, 2006) ^25 


^ Leonard L. Berry. A Parasuraman (1991). Marketing Service: Competing Through Quality 
New York, United States of America Free Press. P96 
^ Mary Jo Bitner Op cit 

■ 3) L \V Turley, Douglas L Fugate (1992) The Multi dimension al Nature of Service Facilities 
Journal of Services Marketing, 6(3), 37^15 

^ Lewis P Carbone, Stephan H Haeckel (1994) Engineering Customer Expériences Marketing 
Management. 3(3), 8-19 Leonard L. Berry et al (2002) Managing the Total Customer 
Expérience Sloan Management Review. 43(3), 1-6., Leonard L Berry et al (2006) Service 
Clues and the Customer Assessment of Service Expenence Lessons from Marketing 
Academy of Management Perspectives, May. 43-57 
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AajaJI Je. j&jAL iaiâ JLo^Jl ^xi W Jl talïLJ Aaùjaî “2000 ^ ~ « Wagner » 

^ .4_o.liJl Alu J-^Ja A — 3 Aii-ilfiJ! kAjjjAÜ ^IjLûÜI j— alic. J-û jJxûII A-dL^Jl 

a ..- . a% JJ ^^ail j I g^-w La JaaI! j— a'ûxl] 4 aj 15 (Turley, Millimen. 2000) J— aâ Luâ 

4 <\ rt» \ a xAftl l >" ^ J) ' (? *a**4 I £ . * ’ ^11 4 4a 1.>\1 \m 1 1 4 « -v j \ -» 1 1 ^ . ^>1 jx | 1 ; ,. *~ 'Vi ^\~~i jljul 

£— J 1)43» J ^ .l£Juij 1 Ig A j l-llC- jLiû^l ‘ J Jll-lh jJJl 

jIxj! J£ ^-2aj ^jLall ^xJl : j jUuI Axjj' laA^-ialu (Rosenbaum, Massiah. 2011) 

t^iial ^xll j'Jâ] j (jaxJI) auc.La 1*.V1 AiüiSJI t JL jll j jLUil ^xJaj ^c.Lol^.V' 4*ull i« Bitner » 

^*Jall ùiiul I 1 jj^Îj * Ajâ^*Jl jjaJ j <lil j\_2i*J/I fc>- i^LuiV^ ^-Jaj ^£-1 aIV^/I/^ Ja J ^xjJI 

^ .IajjC-j AjJI ^ A n^ . iH j CiLûL^Jj ç.\ j JaÂ . 1 1 CjL^LuaII ^xjail c_û\jl ^-Jsu ^411 

Aj^üal LolLa ^c.Lurk'iM Oxill M'\i \ j aJoLJIj ^..uj «Kotier» JlVi J iâ^u i J Ia* 
«Baker» jI*j) AlâV Ia£ Ju^LlI ^A*a ^ Jâj J Ji ^a I^j^aj aJ U ^ j «Bitiier» 

jLkjJ/L Ailâj J «Beny» ^Ô^aj jLaj IaIu .ijuil jAÛa ,ja J J l$ji J * ) — ^a'jk Ljjl^ia 

«Rosenbaum & Massiah» j «Tuiley & Fugate» ^a.j > a 3 ^_ûU. J] JD-üa Ail V] aL'^V' j 
J 2al jyi Æ£ Ulua.V Ui .A42j*i' ^L*J» Ja^ô: J là Jaj Jia Ji j^S\ J 3 a— sIâ 
V JIaJI ._ûl=Jl j) ij «Wagner » £ j ^<û j <?TuHey & Milliman» ^ j ^-ûj CjLj 

(1 * Anthony Paul Marcellus Perrone (2009) The Relationslup between Servjcescapes and Custo- 
mer Post Purchase Behaviour (Doctoral Dissertation, Commerce and Marketing. CQ 
Umversity, Australia) P50. 

^ L. W Turley. Ronald E Milliman (2000). Atmosplierics Eîïects on Shopping Behavior a 
Review of the Expérimental Evidence Journal of Business Research. 49, 193-211. 

^•' Mark S. P-osenbaum, Carolyn Massiah (201 1) An Expanded Servi cescape Perspective Journal 
of Service Management, 22(4), 471-490 
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Kotler. ) ^ j* Iaa .1.1$*. 3 l$j^* v&a \S^‘$i ^ ^-i*»a ÙJ& 

.aLUIj X«l£3 JS! <jV c j^iVl ^ic « Baker »^j>Aj ^ (1973 ;Bitner.l992 

j=^I\ l g. j— aUC- £S-oJ Jju CjUa-aaI jaul j ^A lUx/i/l ,jl iâa^lj 

1^1 j .'jj :*s 4 J —0 j ^ alla jTu.I jl AioA-Jalj ' a"'.> V ^ l*-$h llC-Lo 1 1^— iàj AaKil klAj^SLah ^j'i L*u 

(Rosenbaum, Montoya. 2007) ^ jJ jiitah ^a >a 1 jV .4L-aâ ji 

AjjLûjl jIxjSU AaC- j, j v — j' 0 Jjj'u ^11 *Cmll ^>A-Ja ^C- 1 A t a. V i 1 xj ]1 jjl 

u- ijLx ^lc. yûli «-oiîil ^yyA^W _i*_ill ^u^-æTj jl (Holmid. 2007) i£Î Ia£ ^ 

AJâaJ ^ ^jAalxllj Jjbjll 4 £jLaa 1^_j3 Iaj wliLâAâJl ^j-ajl—aâJ I^Jâj ^ Jjia. ^J3j ^C-l a"i->1 

udlaJU ji\ <-J ji ^lA-^nj J LiJ (Hightower. 2010) ^j-ÜU ^ .^Ijjyi 

^1 jjl jIaj ^ Ji^Aj 4 _$c jà i\ju\ J) IajjIj jI*AM J) J-jalj ^ill < _ s lSLH 


: ^al! Lo£« Baker » ^ 3j>û ù\ju\ cAjuju 

^jUJI piA t sû àmJ :(5 _ 2) fâj 




JÜuVI 


-,- 1.-1 kâjljaJl) «1 ô.}^* 

. . . Âiliüll l C 3 3 J\ 

al^yA] ^âkJI 

s y c i 

r Ull 3*21 


. ..sllU^lail w jl dS’l l^jLxoll :, JLaA 

... kz.\ jll tvlil jj$ >\H :. «ÂJa q 

^ a j y*. 3>dl j — aLixll 

ÙJL& s f-3 


^ t 

d*UI t x l^flll 

Â-JiJl iSn Jilj 4 J&l 

^C.Làla.Vl 

1. 


Adapted, Jronr "Marketing Service: Competing Through Quali ty ". Svv L. L Berry and A 

Parasuraman. 1991, P96 


^ Mark S. Rosenbaum. Detra Y Motoya (2007) Am I Welcome Here n Exploring How Ethnie 
Consumers Asses their place Identity. Journal of Business Resear ch, 60, 206-214 
Stephan Holmid (2007) Interaction Design and Service Design. Expanding a Companson of 
Design Disciplines. Paper Presented at the Design Inquines, Stockholm 
Roscoe Hightower (2010) Commentary on the Servicescape Construct in “study of Service 
encounter in eight Countries” Marketing Management Journal, 20(1), 76-86 
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,J^I jxj Al L o l a ,Jj»I jC. > j^a ^jLall j^-iâ^Jl ^.\ auii -i'-xjl £■ jÜj 4 ô-° 


l^j-i Jjl^J t^-C- *_)-»! jxllj pa-a— sali <J*1 jC* 4^lxll j2*Jl 

fbdl j*JI Jbul :V jî 


jjf. .jj! jJxll ^lc jJJLill l. fc^awu A—jjaLû jJC A jftlr ». j—olic ^JjsIjxII ûjlA Jxoj 

J^l jxil oÂA ^u u £j ^ * * .AJ] ^jl jjil 40 jl j^Jl Jlo jjjIj UlasJ 1^1 ,jjfLj .iSj Ajj— afil 

4ojIj^Ij A-u^iill ^$jYIs* j jljàSM ,j-l jj^ £*ll->l ^ 1 $jIjjju 1 jiâjJlj Sjjj^ Aj-ûAI 

4 A— jjaLo jjC- j~oLixll ûÂA jl jlydj . A_oJlikJI A— uj j-a -LaLlj A x nlo a.l2ii j La] Ixjj 4 ç. I a . ^ 11 4 c jAgJI 

(? Mètaconditionnement » ^ijlxi cl jj U j*-aix£ ^Lxll j^ll (Tiuley, Chebat. 2001) ji=û 

Aj) kilijü \S\ j 40 ^LJIj jJI ^ jIuaa s — âi=k. A-o^iJI >. ftjlan ^Lu olixa Uu3 


. JW ' 4 J^SaJI S J J— ^ J . .<■* ' t l** <1 » î »<d l Jjjj 4 J^J-ûjl I -■'! 4 ^ 'Va ^ en >»» 4_i^_jjl ^~*\ . .i l aIii^jJ 


LS j—alixll AjLA tYb*a>j ... JoUlxll Aj.}jJ j* f Uâxj 4jjljjll 


-1 


Ig TixnL» J. gfixL aj lg£. jj ^jl Ajjjx 2JI lg. n& jÂJ I-ilxji Aj^lîu jiojjj f-îJl Aa*»IaJ £ul j jll Jajjjj 
3VI ^xxJaj Lû£ ^ . lyjjâ o-l2i lyiâlafîj iAiix-o ililjlyu.il Aï] jj 1$! jAî ^ AjjIjI^iYI 

JS-îu A-oJcJI Ajjj ^2 1 *1* jn i* *.j% j ^jl j jil -J^J : S 5 JÎ ‘J dLiLû-liJI J^yS ^2 A -a g .-a c_ijl jj». Axjjl 


Julie Baker, Michaelle Cameron (1996) The Effects of Store environment on Affect and 
Cust orner Perception of Waiting Tune an Intégrative R. e view and R.esearch Propositions 
Journal of the Academy of Marketing Science. 24(4), 338-349 
^ Louis \V Turley, Jean Charles Chebat (2001) L’ambiance du Magasin Comme Méta- 
conditionnement ce que les détaillants peuvent Apprendre pour établir des Stratégie de 
Gestion. Gestion. 26(3), Automne, 10 4 -112 

^ Eric Px. Spansberg et al. (1996) Improving the Store Environment: Do Olfactory Cues Affect 
Evaluations and Behaviors? Journal of Marketing, 60(Apnl). 67-80 
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ûljàVJ Aa1<uj Jjll A*ia S4iu]l ^ ^b^a^oîlj jI jàVi ^jl JJ *>0 ji J ^*-aLo 

3 \!i-a j^ill£ ^ ÿ^'i \ Jj ^ allxil £-0 IfrU.^ ^1 *Ajj— j ^j!jj L . ùyi\ u l$jl V] 

^c. \^j j ü ^jljjll j5»4j I jAâ.ij s(jaJ a*j' j jù\ Jf-u V) 

AuxaLu-tll 4 iuj.«H Jjli aUtfl J >-*13^ jl-ij .ojSlill jL\ di3 j] jl .^iVu^l 
Ig'uftl jS3 jl Ig'rtlVü oliljV'j 4 ^j! j^Jl jl 3 -û CjljjSLa J&IjII v, . i>i ^Jlliljj 

^ .IfrijâVî ÿ \+A\j\ ^ le. J^Jtj oAi> Aj^J jJâ^J '- T -i^-| liüÜ AjjL* vJlùcliLiji jLn-u jtiill 

j-aV) .2 

a£j^1o AjâUa vIjL^^a] S^ij-a AjSLûiSLuj aSjïl ^1 jf~ ^cjjj ^ 4 ^ - a.J I *L-jlaj di'^-aVI .Ljjjj 

:l^iû l^ialüJl ^J^xll dlliA . JpV' 1 g laft'ilT) ^ ojLa ^\ jl ^2 

J’l^ ^Ic. t^i&J j-iL-^all J-û ^jb Aaâ ^ i jjfi ^ rt j ir. ^jj^j ^jJl ^ . ! . ^ 

^0 ». .i ^a 1 ! ^gjl 4 à l . L— \ ^3 3 i « <> >“ »A > g ■ A ja t 4 b l .* *< « >» mIi le. A^y»* 

iJj-Ixj La] 4*U»l& j!j3 Ajj^— « ail .JjIjjjpaN .A— u-ij-dl IglauSu ^1:1 j 

3iJj ‘LuJaâj ^411 tiia^ll j 3.^3^ y>l\ 2c.Lü oVfu'J) v- i .i^ 

A^dâjl dll jiju^y I JLa x 4 - . ) l IaIu tvl»laUfall JJjU^ ^JUlLj '^ 4 C jxA l*_u A— 

cLia^-Ja]! 3;il^ , -r l >-j .A— j— j^aII l ji aj^su ji 3^^ 3^' °*-^^ «- 3—al jÜll 

^ .Cj ^waJI ^L-£>1 a-ï v. n^jJ jî Ia ^Ixjj jî Ü7Ü4J 

Lena Goldkuhl, Maria Styvén (2007). Sensing the Scent of Service Success. European Journal 
of Marketing, 41(11/12), 1297-1305. 

^ Alain Muzet (2007). Environmental noise, sleep andhealth Sleep Medicine P>.eviews, 11, 135-142. 
(3) K. Douglas Hoffman, John E G. Bateson Op.cit.PP 219,220. 
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JJjc- .3 


olà jl V] 4_u-ali ^JJJ J j^-iâaH dj\_j jia _ja Jjioll Jal jC> JJJXJ 

jlwl (Kotler. 1973) j'i »(Bitiier.l992) Vjtf Baker » ^ ^ JJ yil\ 

cU-ii V] oj2itxo y*U3 JjJaj fJJ V 3] ï^Ac- j£Au ^J-J' j jâ a l l Jj3ü 4_ûl£aJ y. fl x ... h JJ 
JJ je- j' (Hoffman, Bateson. 2011) ^jj J .La Jj3 J j Jj -ia Jll j kh ** ^Ja jj*-* 

oli*_û La J 4 Jljjll ^J >1 X J v " ) \ U C. Jl£a 5 $* ~ .jL-iliLl 1 _Üa 3 -iaajjl jJj - J j3Jl 

Aiârk^Lô ^ çO^J -Lx-aja Lu-lia Jlijll y. ).\>11 Ig.Lxij <jl la£ .Ula-a 4_a.làJl Jj3j jl 

illlaufall Inwaïil Aiu-ij Jj3j1! Jal jC- r: uai JLJIj tl^jU cJ j-lâj 4_y*«^aü ^jLail j$2ia]l 

4_J A-ûÜxJl A fl jx .- o yljLiyj^J' ^ J 4_y-3i_i l^jJlxi Jûjjj 


iùj*, .4 

j a.ji u .*L}jljaJl <jJ j]l ylll jA^a > ja J-UXJ J ^j-yaiallj J jjl 0.2 ja. LaJJ JJ 

^^-*3 ^Lbjj JjâVl jjÿ ijJ) J 3 J' A£j^> tAjjiajl' ‘Oj'j^J' 

Aju^LoW o±aL\ J_Ja_j i<_jlull *Ua£ yJaLlill 4*.nU Lxjj 4_a-iill jJ iaJJJ jl jâaj laS 4^£.LalaVl 
y flU> 4v_1xj]1 4^a— taJl j Jl ^la jl£ > jâJ jC-Vl ÙÙC. AjjJjJl J ^$Jl o. 2 ^a y. Uwü . ^ ilall J 
^j'uall J L^aj— ai 4 ^ -yi ft il l JÜÜI j y. -I t ûaxJ l Ly-ajij 4ûj^ull £tila 4^l£jJl j J U . J ï 4 jiaJl j ^jjxJl 
jl ô 4j\nl£ja.il ^LJiiV' ^>o A ix ilall ylil jUJU djjia c'^J' jl£ 13] Â_i_oli j AÜxaJI 

s_Juj£jJI ^uJàjL ^’uall ^oa—ajj ^lUxa ojl ja. <=kjJ ^ ^.vjJI y_iaj Æll .Aj^jliJl AjjjJI ^ja 


( 1 ) 


Mary Jo Bitner (1992) Op cit . Philip Kotler. Op.cit K. Douglas Hoffman, John E. G. Bateson 
Op cit, P221 
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J^iaLj i 3âl jill jiC. UaUjJa a.luJl Ajj^jII jjâjljj ^ 40 Jij^3 c ' ^ J*^u <^1 

I M *■*!■) Ajjixll » — fl\ _^JI wU jü lo£ A_uJa jS r l JC- ^ala 3âl jiü AjLH ^ — si jaJl £-UjjI L$j3 

^ . ^jiiïill Je. ^jllil J^LJI ç.1 j^Jl ^ j^>â. j AjjI j$J' diljLul) jUaâ.1 ^5^ o^e-L^ftl) 

UUâi» .5 


^a I Jo jAxjj 47 ÜI JftxJlj ^_ul >2Jl t jLxli l$o3 Lu ^L-ijVl J -0 jlikJl Je AiUâj]' jjxj 
S^^ aJL Ll^>ja AiUàill Jajjjj ^ *J-#3^ Lfru-i-all kiljl— Jl .Hau j] j^JsuJ' ^-aLe 

jjjj Aioj 4AâjLù Alu Jl jjSI A^l jj Jjâll jxiu Lia 4^_JajJl ^2 Ljü I juij ^j-jLjjj a£jAaÎ 1 
AiUaôil AoaA^ jI^jj .A-oJllJl Jo Jle ^ jj—ujj A— i— ijill Je Auâl jjjxI ojj-^a jJujj Iguâ AjUj ^2 
:Afl üft i ü JjjjLa. .àJkjJ 4Aj jLj AjjI j Jo j *Lu— û lûlû-o Lâj J^jjll ^3 ^ -jj ^aj .Jill (JjL-u-jjaII ^ 
4loj^e J*.>^"u.ia11 jAj JjjjJl AjJjj c-LjIj kjiâ jaL*a]I cJuJâjjlIj JjjjJl j Jjâ «. .ailVnH 
^ O-Wj^ Lia j ^jkanj j$Lxol' k _ 5 ie iâlà^Jl *JaJ Jo jIjaL-jL AiliâiJl ^_iÜl jj jî i i?>.j 3] 


A j<nA«dViïl j— aUxJ] : Luü 


^2 Aj^Lo jjSÎIj Ajj— aj l$jj5> Jj-oj jjLoll j^Jâ-ûJl CjLjSx j— alixil o3a ^JLoj 


Jl jj-lij JÜL j^ ^ uo î l jLaa. w-ûLk LaJJjJ ^ ^ . ^ .. âJ-i jj ^Loa. ^ jAL ( a— lu j 4 I flla - ula 


jj 4 ^Le vJ^Lu • Jjjjü ^ j— ajj' ^1 ^_i^j LoS oj-^alie ^j^jIIj J—oJI £jUall 


^ Janetta Mitchell McCoy Op.cit 

.253 -229 c38 c^jll Jj jaJ Âla-a . j^l ^ V*-» 11 -(2013) <£Xi ^ 0 -^û ^ (2) 

^ Lloyd C Karns, Chris Ezeh (2008) Servicescape and loyalty intentions: an empmcal 
investigation European Journal of Marketing, 42(3/4), 390-422 
^ Kirk L '\Vakefield, Jeffrey G. Blodgett (1996). The effect of the Servicescape on customers’ 
behavioral intentions in leisure service settings Journal of Service Marketing, 10(6), 45-61 
^ Julie Baker, Michael Cameron, Op cit. 
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3-lu La ^ jlaü il ^jLaiyi -l^jJ ~~ " - ** • ‘ôUaJI ^ LaLfc IjjJ .Jl«ft>ll 

>. . j ’ i v ^3 ^J^Loll j^ià,a]i jLa^. JJ 3 j .s—ijjLaj ^n3 jA Lo>» jl jio2iVI J -iJjj ' >$ ■ } * J ^ J <a > 

bfc JJAJ ^ajlà*Jj l^Jj_ÿj-*a Qj.aV) Aiaj A— u-ijd] j ^gJjljjj ^cLla] 4jjjljj]l 

d-il 1 _ 5 ic 1 $j j$_=». J AjiAilj "aLa^JI j— saUxil ^113 ôjJiâ ^yil jll ni >11 Jj-ij Laaâ 

jj— j A-illxi jl$2âl j^î jl l$la»V LalJ *La-iJl >- \ÆA.K^i v-sI-IaV' ^3-j-i^J j 

l*J iajll J .Ü^L-ijl ^ jjjllill v _ s -lc- Sjüll La$Jj ^jjlal&La k j ; njLaJ' (jLlA JjSLj illi bla* I I 

^ .A-a^ki' A— i— ijd ^l£]l d-iVl !iLjaâ 

^wi’A .^dl JS i*_^j*jU 4 ^J— tajl jA j 40^2kj ^ j.^jll jlfr->ll ^i£j V La \A\c- 

Jjljjj Jj! ^Jj-ajll gl-i^Il û jAÜ 2 j A— ali t-ldl L>° ^JJJ*H JJC- ^ jd Aj*Jn— i)l 

£-a ûjaLUI £>3a ûljjj ^ tCj lft^al l 3 ic j-Jall «Jjljl-ij jV J^aJI A jSi . d Aj j ^a . » ]l < *ji]l Aajjj 

JIa*J—jIj ^ 1 ( a— >a ^jjj oj-ilxa A&Üu J î- x il l JJ -ijl I-Jj «iUJ .g.l ..iL vl l Ja —iVl 

^J-J»u 3 iô^Lall ^ Ja «x ^^alaj f ^>--kllj i 3i^'‘ *-^>V ^j-uiLail ^A j ila-a lA\ j 

4., >u.ij jdj ^^aia /)JJ 4_j^\jÂ.YI 4*).Wj iLjLuJ .ûJoj l^S.aAj jll Ja—)L LA-ÜC- jjll 

J Je. ^ . Ajâli— Jl j 4 c. 3 — iaJl 1 $-*aI d-al^C ûJIC- ^-^JJ ^311 j ^j— ajii Jat>GÂ>V^ 

la - ua ai La j^\ l ^3 Ajl Laie, c jl^jL j*-ali*Jl ^Uj 4 - flL-fk ^ ^jiaÜll LiA J ijL^ 

. JJ^ ^ >.n'r i UjI j lA u»- a a > liliil 


Deepak S Kumar et al Op.cit 

^ C Lovelock et al (2008). Op cit, P335 , Ramneek Kapoor et al Op.cit, PI 11 

^jjUà ^c-üa^l -ÂjlilJI .-I> f ‘i -^ô'J ^_î lag'i^Uga Of “J ^J^lallj y*'* ail .(2010) > àl-> a>j e i 3J (3) 

.74-53 *54 .^lsVl . JjV' ixjJ' 
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JfA-fljftM .1 

-À. jj Us ojlc. iilljJ j cA_â.lâJI ^lajl ^ijLiuJl AjaLs ^_1c. A— wijaII £-3 ya -Lqj*j 

tAJnj^^ll AjIuI ^ijjsJI ‘W'Mo ^JA-s tl^jjljji A_u**j£a1I Ajjj-s ^£-1û .'AusjjSj .lie. CjIjUjC-I 
A-aiâjij vJjljLUüil v— flâl yu j Aij^ U . n-k ^ja J^a[x]\ f ^ ^ j^) A^ljl A_oc >Lo ^JLû 

JjâVl clAjjj*-û jJjJj i£2^ûü ûjjL^aII AjuJl ^ . J «a l ï JÎLûJ Usja ^ ^‘Lo. Vv'i .o u a l l Jlill 

ivjjli jiall j vjLUJ Jlo iaA3 ^j\ jaC- [ jC. û jhc- ^A.jliJ! J^Laîl ^jl£ LJ£ fie i^aA'-Jajj 

CjlijSLo ijc. o jUc. , N i£ jl£ LJ^j iAjjjL^Jl «.IjI »_]§ ^JUilij tjij {^lal! Jlj 

^jjLsUtll ^ l ^ISLlI fcA uiSill aJ clûl£ tfri j*>sAll v!jI^L-ia11£ AjajjIs 

JjJ JaxJI 4a&Lo L£ jlâJl ^ic ^iiaj ial jj !ilj iAÜx-oil j£laVl Jj^j jia tJaiè 

^ .^A jj£jj i1m,uü 

tjl «J& mJI 4*Luia Ji\ .2 

AjjjUJlj LmiLJ jjjsjjj Ajj^*J djULiaa Ajlc ^jjj ^111 AiJajV^ JI-oj 

^ jjh ^Âil a£j^J1 j j^_û UjUjc-Li ^^ida j jjJ Aj^JajbU . jl jcLLû / w jj .illilj 

Aj-JajVl ù \ ^a s. ttlW) . Lûâ ^LsC JjAÜ ^J] AiUjaVU fcA Ja.ViVl .J£ AjIc 

AjlüL-aJij jxojj J ^ül j jla^oll t v- ln£ j-aJl j] jj£jll j jla iN Lxjj 

^ja ^illj Aj-Jajbll wfljixJI Jj-aJ Luâ . » — fllÂrvJI Ac._j— ij i. tjlâliil AÏ j£— i j 

^lo Jlc. t— flL-J! Jjl£ LttiS i^lc. .Ajjj— a]l ^j-al jiJi J ScLJayi ^ JJ^i gLiaftll £ Uj jl 

CjUll*ij ^Usj ^j\ J j J! j AjLaaJl V] Aj >. âU-ill ,j j£J . Aj-xilll A^l^ilj ^uiüVl ^Lius 

K Douglas Hoffman, John E. G Bateson Op.cit, P216. 

Janetta Mitchell McCoy. Op.cit. 
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A njê jlxAJ AÜâjiwj jl J jSu - lll Aj-J-Io (jljlli Aiu jj v _£aJ fc *J£±Î ü A_a.liJl ^lul 

^ . a^. VÎ a. 11 ^xiül j ^ÜtU j 

.IcL-ij i" n-k Jjal-lll .jliLdl jU -llaj j lajVi jil ÂjJjaxJI CÜjjImiaII jl j-laJl JIaj LaÛj 
J; lj.laJl JJ JJ . j*-éojJI J j— aie. j!i£l j Loa-a. j AlxAj AjUaC-l j AÜülijl jLaSI Je 

^aL— u La& .£_«J tliJaal' J;l£ kA^jli Igjl J Clîl£ j"l Lxelj L^-m^xIa j\£ Ia&j £• u-u^l jC-LLû ^-2 


V« J > JjljjJI .^jjjjSiî Ai*j]£ Ig-ia jUj—uj Ajj x<aai lj Ajj j.^1 ' Ao, 




L$-a^a. J l j$u a .Acl— *J 3 sJjjVl jr* i _ 5 -ix-o J AiAlukjl Jâ.l.iJI cljaâll <~AmuSu S^âljjj 

JL-ajVI GIIat». Ijj^ ^âljill vJ-^JJ .AaAîJI JaLîij A» nia -—Îj^xj Je l^elijjlj 

^ .A-Xx.ula.il Aj^uilj c>Jail Jjâ JJ jA Jiiaj]l Ujjûj AuwjIâJI Aluilj ^jjo-âJlj ^ .x.-a^Jl 


jÂlill -kkiui j AjjLxx^il Il .3 


JU jll J] u)L jlx-o ^ ^Jlile. Lilajl Jiuj (Lb J-ûC. J A— *— jjaII £• J Lxjj AjjIax>a]I A— i.ljl >, fli“' . Vj 


^jiJ Aija'tLail Lille. ^2} .I^jLûJÂ. jlx— il j IAjIjÎL- il j A— u-ij^a!! ûj 2 x-iaLuîll A x.u l a 


f -olâ x J i A â lfcl l JjAx^j r - viA fc ^ai H Sv_fl^!L-uJI jj— iü A--u-ijJI s- ■ >! ■• > : jLax-oil ^uauuI I J ^jja 
jl Ig ijg ,»/n U J^l-ill ,la)g%All >aI— u i* r.-v A^^pJl ÂjaAI lîA jg-iàj ^ .^Ljj^I AjUe oc-liS 
i^le .i £ jLill J ^I_^a1I jjjj Laa ^L-uVI jl .’iwi^H ^el_uL« jL Ja^j— il Alaj Igfln.J-Tï 

wli3 jll jl j lalaÂ^D ^je V ^--^J LaHj t A fi -a - l -à - l ^jLS-o J*-aâl£ Ax^-uaII ^jUaII JJ jjjjll ü^j 


K. Douglas Hoffman, John E G. Bateson Op.cit, P216 


■3^ £r^J* c.1 jj 


G) a) 
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jlailalall j k£tJ ja ■ laia'^ .a fXa*£U *-.i 3kj siliil A-uJaâJ *_£ jJI 


<>) .Aal 


■ Adil:,.^ 


kSfl^aVI .4 

£U*>jJ < _ f lc. A^cliî rwî Vl jl AjxiiiaJ! I^jC. jL J»A*J CJjA. kAjjjl] Ua^)*i oçLiayi JÎL<U 

<ÂkkSll ÂJliJ IjJjll ocUiaYI J^au jl lilLU kAwaJ j A^jjll dJaill jIxjV u^C-jj 

Ifrj/lVuJ jfLaj . Aj.ây^l' l$jjj*-aj pLuiV' jl$Jâ]j n. j V>ll j JliàJl Jÿ yuz. ic- 

^lùl£ Loi£ klûj-aC. .Axaxo^JI j AÂîVl J AaA-jjil j* j^. cU*2a) r jl SAi^ J— aUc. k _ 5 Ic jiâill 
^ .A^t-o^lll SftLjavll Aj— ûilj l _^£xJlj A j A*.j jl) j cj-i^Jlj A^l_j]l ^ dxaAL-j jj£ 1 A^C-lj 


^ . -i'q \* i . £ j . >»\ 1 ^ Ifi ^t'^ i j f. l l a ^j» * ^i AjjjaII >** *1 o . ^->11 j^Ul jj,^j Lgj2 

ÂiJlj k<3jjSM jJ' k ^j o jlaJl : Jj jljîfyl 

ojia-oj *Üa-iio ojlaJ Cj lâo^aJ I jfixJ kLojxiC. . Jj*»)Vl J <j-aJjVtj 3-ljla-aJtj Aju ^LoU ^J] AâLiJaj 

j^Jaj La£ k^^C- jll -lijjj oljjjV^ AjuIaJI jl jfrl '- r , A^J 1 a uj kA^I jj c jJLA jjfîl o^jlill jl jTi/lj 

>«*>'»! V - ftj < JraJ Luâ k^L-uVLj ^A JJ La jA J k. fl l- k. ll A_x_^l jlo û-ilc Aj j-o jJI J Aj. u^ral l AajÜ jl jf}/l 
jljlSfl m ( al>^ , ^i jiajj .A5bVb IuiL^I k ( aOA— 3J Sjfia jC- Ajjjjjlj AJljk jAj kjjUl 

j^ÂSkVl j ,_)>*» )\ \$ *>»» j ^JaSvaH jljl^l ji aS'Ij A^ljil <J*^aV! A_LxjIj3a 

jl liÂik-Q ji AÂ-o Aiîiâ>-o d)L^j^ £a jAa.S ? l£ .1^1 j J— aî o^IaaII jljJfyi jl i jjj^^ 


^'Long W. Lam étal. (2011) Does the look matter? The impact of casino servicescape on gaming 
customer satisfaction, intention to revisit, and desire to stay International Journal of 
Hospitality Management, 30, 558-567. 

■3^ .^-iià 0 .ak^ *' j_/ -) 
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ûjUj fl-lA jr* û^IaL-iVI j 44iUâill ^ ^aL-j u jjl jfy\ jLu^l 4 JL* ^ le. 


0 ) 




j~. f. 1 .V' V 1 J 4 il ) ^ -» I l AjjJLaJlj 4 M;-' 4 j jfr 1 >1 1 ^ i» > J j ^9 

JjJajj Ja*. Alo j c-'-uiSfl Jx3 IgVïj^Ja j 4 — u-ij)a 1I Cjl.'it')» a J y* CjLa^laua Jaj_j ^Ju 

4j Jaj ^jU-o JiL ^c-axuj^ ^Lalcljajl J j*\ > 0 *1 ^ ^aLu .?rlj*» ji 4j4*-o 0 j^*-a 

^ic ^^aaC jjjU Jj S L qU . 4 , ‘r .x /> jjjIxa £-LjjIj A al^ i Ja ^1 4^_jj*-a JjL-ijj 4j]Laiwj 

uLûl£ J J^jll CjIÜÜxa ( _ s Jc j iXu-ai j Uîlâ-o jl£ 13 ) 4 -^U. 44 jcLu^V' AÂÎV' J 

La£ IaJxoJj 4 ^x 43 ^! 4_Jlxi J^a. &L*jl ^.lâJ j' 4£sJl 4_*_*Lj t4_Jlc. 4 4Üi]l Jj^L-ü 


( 2 ) 


i _ s ixail JâJj ^lûI-lA J*^J 


JjjJÜl] 4 jMâUdÜl .5 


S jlÜVIj 4j*lJl j 4-il^Jl 4lu]l ^üj 4 iLaÏuII ^-all*JI Ja CjlüVl JJJAJ 

l^-aUfc— ûl ,_£.lo ’iVuJ ^j-o k _pajiü olel_^A u \y\ 4c1i\jSM jLn^ -lie .4-iilxll 4jj*^aoJl 

J^lSJIj 4. jàj]n ^11 djl£ülaJl j l^JJJjJ ï jiJ t^jlji ^j-o 4 j*_o ^ -JLLqj j Lu ^-IaaII lLjjjj Jjl ^$1 

^*$-0 j jAj 1^ A>-k j ^jliJl <-_ujjj 4_JjLJ ni% 4oLu*]l ixaj 4_*l^)]l 

( j4xll ^a j diLiliill j 4_ûâJI JLaeVl j ^ \jc- J>uij Lûj3 .^L-uVl j>*-^ 

AiLiJa] JaLûi j 4i^ij j JJ~o J JIjLo 3 — J J ij-a 4la-JaJJ bu ^jLall Jj^bü j— alie v_ixJaj^ 


( 2 ) 


Lloyd C. Harris, Chris Ezeh. Op.cit. , Long W. Lam et al. Op.cit. 


.4-uij 
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J] AiliJaj .jtl] A- Lj Â jl A-aeb 1 j-a1û ji ôjjbllj ajjbull Ajjl.lJI JUaC-Vlj bj^jJl J] 
^ .aH*JH 1 Jnll jaâIIj oljl Ju_û L-il->j 3 A*Jail j^o jS jU jS r lj JLillûll 

<Luâ jjd'j 4-ûjjoÜVl dll.i*-431 uûljbiVI .6 

loi S**^3 4^A jjê j JjliUaJI j iljÜL. ca!iû\\ jjjJaJJ ^Aj dlLa j lx-all j2üb>a Ji clll jIm^I JloJ 

Jl^ J jl 1-U^ 1jjt£ IH A_«alÂ 4»oAâJl Je J^ardi jjbjjl A_ia.jj jl abliV' >- Je 

J J] jJü J ï Aj£j.lj vlül£ 1 a£,,a <AaC- j£ £ j-ij jl CjljL^yi Je. >. i> j .AjjI.H 1 A-ûJiiJI 
JiaJl jl "jj-vïlH £- 3 I ûjj" Jla JC.I Jj ^IjjDÜ IH»j k A_a.iiG 1 ^AflJ Jl ». Âa£ j J -1 J j-QJ 

Je jjjj ^ ^ li r ait j 3 J;j1 v— i . u, u l^a. Jaj ^»^e ji bjljbjJjfl AJ 3 ijla. J Je . jtxjyb 

JjVl ^Jjdl jjjxH Ajjjjj^JVI djl jj^JI ^ûa*j J*ju-ij Lû£ ^ .c\iÀ\ J ‘bêjllj J jHl 

jUajjVI GjÜ jl J^J Jbib i^-a^iJl J jliâjjl c-UjI jjb jll A jl.u" jl ^liLajla-Jl ^jJajau A_o-ii*Al 

< 3 > .A*lc jj£'Î 

jUâitfl JUÎ J 4*.lj .7 

IJaaÎ HjJjj ^j* jljl ôû 3 ^ J_ya Afli.ball <±i Jl A.^,1 jil jx j l w> A_aJ j JIoj 

jïLoj Jj-i^ i^-JjfLII jjj ftbJaaibj Ajlj ^-uijSüb jjbj ^Aj ;JjJj bjâ^ j JaAj jjl jjbjil 
AjjJô]! l^Jjâ ^ lu. Il ^JJ-o JJ C -3 JiâJl lA.lL-ua 3 I Ijüai ^L a xAii Ajvjja j£il w ûa*J j Jj jl 

jl jjjjb*-* jjbj ô* '- 1 ?- j*^-i ,*$--< jjb jÜ JJ V .13 À) jJ/l ^Jla-all j^ 

. jjl— . ^ 

K. Douglas Hoffman, John E.G. Bateson. Op.cit, P218, C Lovelock et al. (2008) Op.cit, P336. 
(3) KirkL. Wakefield, Jeffrey G. Blodgett (1996). Op.cit. 
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O) 


^ 'Loj\ l-afr-o ^1 j£ll Jl ft'-Jaill LuS .^J /j jLU . o 


Aj— ujj]I iLiIjaaI! J^Ja JUÜojVI s-J i^ 2>° (-jjjülj Liaji jllajjVl ojL& -lr»j La£ 

^5-iC. j 4_a) j <_JaJ ^j-o A_ui*o^all 0 > >o Jj-o oLfc il ^jj 4A_»-u-jjja11 ^_3 

^ jl y^nu kiu.ij ia-ûjj Aj^üa-Jl AaI^U Ixjj 1$ ai a.. Ai >■ âl"i-kj j ^wali-ibü jlS-Jl 


4>Vi j ijUaJl £i1*l« .8 


lie- jinC^JXj oj$-^ likjj *IAjjC- j clîlal j jlijVl ®3S*^ oÂA Jlaj 

J} * *a ■ > ■ >] ! ^ /;! *Üa— iljj Jj*J Lo5à AiA^il sJliLc. IÜ\ Ja J^-oj La t— Jj5l £-Ja^Jj A-iljVl A— jI j^il 

llilâLwM ^ic- s>5 -lfoJl cl^-J ' ^ jâ' _p ^ i>j La£ . (JxJtli (JAâ l _5*^û 

^ ^ .A_uJajSfl ^Ja— i Ja 2^1 j jJ-o £-lijjl ^lc 7 ^1] £ jl^pJ Aj j u. ua 

A-aiâJ ÜLûxJ) AjJLaII j P JJJ .9 


^Alliait Jla A-jua^^il l^ Ja ^yu diLa^Jl aL£J!ü £• L-ül Ci3 u^-^ il £- ^jj Jlai 

<jtJaj ^Ic. j A_m**x^a 1I j ^ i.\-> jjjj iIajj&j -y^Jtj ^IKaII j 

4 Va ^1 1 >** \1 »|« U e. A-oAâ-11 4 â l . >i a >" i l -vTm\ 4à l .,>» ) 1 *&. . 4 ftl à '1 AjLiJ^J 


(1 ^ Long \V Lam et al Op.cit 

Hilary Dalke et al (2006). Colour and Lightening in Hospital Design Optics & Lazer 
Technology, 38, 343-365 

A\ S u««\\ jL J* j ji£» Ajjlaalt v^Uoa-all Jj&\ Je a Ji>Jl J.I yü\ .(2009) >, nkil) JL. (3) 

.46-68 *(1)5 s Ji ajü. jVl aL-B .>ajV) 

^ R. ?hashikala, A M. Suresh (2013) Building Consumer Loyalty through i’ervicescape in 
Shopping Mail s Business and Management. 10(6), 11-17 
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*IjjI CjI jLu*i jjUâJI k ji axj ^liî fcAi L j n ^ <lSy .\$ ,, i Ti iJSuh <jjb^U 

» i .ia! <*d \ lA ja/ u 0JL133 4 ..! , . ■■ j^ ^ ]l 1 - .»! ■ ->1 ^uaLlxjl û.IA 


j^âüx31 :£ftj 

jiaVI -ij-ia. ^ *il jL> 3 œ- i J^â-û j--oUxil oùà JloJ 

J_5 ScliS jj J^LLc- wiiajj ji CjL-u- j^aII ^Jc. lAj^ilaAll ClUlÜJl^ Ajj 

^jUJI j$ ^-û ^l^àSM 3A yJ^lfuj Jjl vJ^V ^jjbjJI Juy^l\ JU-sjV' > 2 LjIjûL 

£ J^jj ^ÜÂi iS-i 3^11 ^l*-û J ^jÜ £ JJJ ^ill J 4— u-i^all Aililj J jâS r l ^i^L) *UajÎ> 1 ^ • v ^^' 

£-0 Ljjjx-i v -iaAjjJ J ^ . lr i ^ll -It^-N ^ ■Lftfc^ gjl l <ji Lo£ .^jIaSI jLaj U^ J ui - aJa 

jl ijjC. t<C. 4jjLaH CliLu-Jl J\\ jjj ^A Aj^IaII 4_ujla_ll .^jclâ^ j -iljâVl 4-u^la» 

_jl $ 1~»V 4-a.l^J) ^3!% 1 j A^u-i ^ aII 4— a^ Iax> • ç3j ,a > ù\j2 )/\ Jja ^ jj 

jSLjll ^cU-U ^jj«-c wlllj ^JjL-ij jJÜj jjl_$îSfl S^k^-sj AÎiiâj 4j*uli>s j'jâbll AjJLï 4jjA 

‘mil 4jI$J ^jJajJl Jjlaj ^ .l$-i* où\±L^\ Jjuj v Ji3 Jja. ?\£l^\ vjA-Ü ^yLajJk-ûJl 

: S^J ^ Jh4i 

A-aAâJI (JjiaUüi . 1 


û^jj'-Lo Jiyi ^Aj ^lilial j J}Ij— j ^3 A-ijlll fAà\ù*ièji\ 3A s j ; iL»l*il dl 3L* 

^ û-^3^' 0 e ijiaj acU^ Aj-aAl AjSUll c. lv j JÜil .A^jixJl 

jjC- CLjUU^ ^ic. L-LJ ^5-ifj A^»_=kul) Aujl 'nll o jj^ll ^_ 5 i& ^aA jjjUIj tAj^lfLuLo ^UjV' 


(1) Ramneek Kapoor et al. Op. cit, P 1 1 1 

(2) C. Lovelock et al (2008) Op cit, P336 
Lloyd C. Harris, Chris Ezeh. Op.cit 
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^2 f£jkJ j yll L> gA l l j uLllxAil -i-iauj jx^. JliîLulj jjlalxll j-o j^Aja 21 C- jj£ 1 jl . 4Ajli 

,1/ ' .4^ jXû\\ oJj^Al jj— L 4 LLol i$A£ JJ j£ i v — il Jjjk-o ^j-jLiL o.lia. 4JtA j 6 JLjüjsla-dl ^ jjj*-û 

V l**,)\ . .> ■ ■> j/ i ]l > w*i . J i W i^jLalc l" \ l j^Jsuo j 

^ . jjLUAl 1 $j AiâJJ s ^j]^ ^j-jlilll .icljâ j* A^jl o^lc. <j-L] y. il Aon 

ùiJ*y Ù&ijïï -2 


jjljjll jjSLi to liilc. $ 1 — iajllj 4 jjjllj ^l jjl ^ jjJJjJj Lja*j *>i» i jjLjll JaajÜ 

jLo 4ila-Jall vJjLoAi». j^a*J J V] ‘ j' _p- jV jjjjLj Vj jC cljjàAl 

.JJ>VI jALjll Sjljj y- u— » ^ l^jjljj J il 4-iAi^j j Jii AÜjjAajj jjljjll jclij v _ ÿ ic. ji T; 

Se Lia} j jjljl j jl jïil jj£j-i V jl 4-û^iJl jL a» i> . i ‘ — ia.lA 42 j*_a (j JAAMX o l l ^^Ac. v i>j yillil 


Jâjj ^ fc jjljjll jJJ ylAjjji-jl JJ£j jl jji^J J^V l^-ÎJJ Ail— uJl ôl^l j-s ^-o ^1 jA^Al v". >1 xyi jj j 


jjbjll j£ là xi JJ JJ . JjjLi jA Loj y*l jl—Jl 4jij£j jjjI*^JI Jjj* jjljjll fl*Al J^Jâ-dl 

ydiil 4 jai-u^-oll jjLjll ylil*ijJ .^Ac. IAjjC-j 4jlA 11 iAj’ui— <all£ ( ^jU£j1—jj ULad ,ajjLill jj£ 


jjljjll dljL-jj ^jalal ^i j S L^jl l jl fCj . jju.il u a jj C jJ^JJ j* ÇtJ j-û ■ — fil -IgA, j 4 — >ja] 1 y >\>T) 
Jl JJ V j-ilifillj ^c Ua jl j-a .11.1x11 jl V) *Aijl— Al JhjkSf L 4jjÜa 1.12k. 4- i x. ^ a j 4 .i a.-ij Jâl ^A 


(3) 


■Wûbj ^i jj*-û ^>-iljlj y^jL-ü jaljjJVl 


Loc.cit ; Ramneek Kapoor et al. Op cit, PI 12 

.434^ k jj\— £^J-« .(2008) j ja*- ail .IsIa ^yjlA 

^ David Bowie, Francis Buttle (2004). Hospitality Marketing: an Introduction Oxford. United 
Kingdom: Elsevier Butterworth-Heinmann. PP 231-240 
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jLaII r» wjLJI : JJUill l-aUiaÜ 

. Jj LoS ^.iUll j^ Jo a I I ^jliui.^ll AÎSaJ I ^LlUlVl >aÎ JJ Jj Jajïl JJ v llliall Jjlaj 

4=r lS JS-uu ^ka^âjll :Vjî 

« Hollism » AjKII '-Llôj JLj jil LjIjIaU j dl^L-i Je ^jlali j$.là,a]l CjI jh 
jl JL^ JS JS2u j^Ixalb jjfcj Jjjjjll jl • J^lixll JS1 JloaJ JS2u jj^ 
.ûj*-alic. JS £- yA-yxi i. . lilVn jjxal) <ÂjI>~i*J JjIj (Jaiiâ ôj*-alie <_ûaj*j 2lJ 

JjC- AÜL-ui j— a lie. ^£.iaJ .ik jj v Jlülbj t j— a'liaJl Jb £4 .1 ûJ*j j JalSl) j— ^ÎC- JS Jjl J 
JJ le-Jj alîl AjIS i^xo Tiu’ley, Milliman. 1994) ^j^ajle «iilfô f&Jb^ 

Jc-j UJf3^ J ^ JjV' I^jI Jb Je- taUâfrlj l Jù Je. j^c. JS fOAnaj j 4— il jJ 

^ ^IjbUe 

J Jü A^_X J Jj4 jJIaSI J^ÜaII ^JA.rfV) :LjLj 

»ilb JjSj La IjIIc. JJ i^^Lûll '.tjjAfl .lia. ^Ijl-uiMi jaJI J jl\.j 

ttilb J .^jAk-ajJl .lie J_jjJ 11 ^£^1 AljaiJl jl A_ae._Jl Jxl jxli JJ Vn».u V l$jl J * JUjll 
Ujjê j AiUüll 4Ü iojl j^Jl ôA*i : Jlo uiùbll ^Ujbll a nLill c_iil jjJt (D’astous. 2000) <j*ij.a 
JbJ SjÜS J i^xiA*-ajll J^iije IajjC-j 4ÜJa-all ujljui^l i jjvIaII J— a i^lxll jjl J)4 
-i JJ J*-ajj .<jeLua.V^ JJjaJI lAjjêj (jjlobJl AÜÎ i v jj^e.jj! JUlaVl j 

(1) C Lovelock et al. (2008). Op.cit, PP 336, 337 

^ L. \V. Turley, P.onald E Milliman (1994) Atmospheric Research Past, Présent and Future 
Directions Paper Presented at the Academy of Marketing Science (AMS) Annual 
Conférence (pp. 79-87). 
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JlsLojlx_a ig-1^ r jaâl j La .^L^jJ kjyu^a : ^Jb j (jjljjJI £-e JJ 4 j*uLJ Jl je AajjI 

jL-)j ^ Jll fUaj £jûa j j / Ja la i ! v— U jAjj aLw £ joal j Jle £jj ï jViaIIj Ai. jj LaJ 


la» ôjj^j SAjj^jIIj *■ fljnll ^iaj i2jl.VvTn.ilj -k . A; jll j j>2a11 ,J^Ia ojl^vll A^jA ^lijj! 


0) 


• A-uAajVl A^LuiaI JlaVl J^AjlL-VIj ujIjaaII f %)..iVi oAlel £ jaâlj JbjJl 


Ael-L-a iLlA & j a a J AjulLô A_nAa3 jj£Î Ailiàill J JJ (Lia et al. 2010) *JliL-» ajj LaS 
C J— ; lAÜâLiJl ocl^by^ 4 s _ 5 —i^ jSli C u5 -*-J' ^ La ^Til l L$j3 Loj ^ I ax- oT i I ! LjL-Jaa Sj-iLia Q . a . uT i iAALnAall 
LL-oÜI * JjUi£*1I J ûLaII JJ- JUaC-l l$jà LoJ Aj£J£ja 11 bLjalll ïxJliljUiy* Ajjwjj 

JJ (2009) > .nh%i l J-ajJ 4^ J^l A^j* L>®^ .jjjLalxllj Jljl 2ljL-j ij-J ^j-û Ajc.Ias > V1 

Aji— iIj aLSL2ü j3jj ‘Ajâjoilj Ajvljll ^JjL-jj jâjj I^A c_ijjjj]Ij ^i.tLall jJiJaSj J»1 je J J 
IjJj t illall ^L*J! jjl îcllljU-ill >— ûâljAj cIiI^Luia]! JjJj Aajl nJjjJüll ^vlll^llajl J^a 

^cjl Je 4^».jliJI j^aÜ jl JJ (O'mahony er a/. 2004) LajJ 3 -* .Jj— ajll aJj$— j 

2>— AjaAI Je A^l j tAjlâ.1^11 j— alixjl Jjîjb j AjaAI jAÜj La^_a jjÜxj V A3 fc^_JAjl J ûjjA ;j>» 
Ait}— ail JJ AiLia^L JjjJI A-iLa^j jjil J. -Vie • jjjJ A_aAi J >£Jt LAS j jJalaJl j]jL- 

^ . Jj-Jaii J»' jxS jjSjAÜj vLAjSfl Jl« _j— allai ( ->iVn,al1 ^luAaall j 


Alain D’Astous (2000). Irntating Aspects of the Shopping Environment Business B.esearch. 
49, 149-156. 

^ Chua Bee Lia et al (2010) Using Cntical Incident Technique to Identify the Effect of Service- 
scape Failure andRecovery Strategy on Dinning Expérience. SEGI Review, 3(1). 152-170. 

.^jA— ja .. nL-fcfl J-* -i^-3 

^ G. Barry O'Mahony et al. (2004) Irish Theme Pubs an Evaluation of En vironm entai Cues 
(pp 546-557). Paper Presented at the 2004 Council for Australian Tounsm and Hospitality 
Education Conférence. Umversity of Queensland, Bnsbane, Australia 
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sT 


J\j jll clÙL-^aSJ kàjjua 4xJ 1 ja£j 


-3* J 4-t aj jl>J 4_iaij ^^2 Jlallj fc4_-u-i3-oJl *JLjI.1jIc- jjjxj 

JjJxiVi «iaj j ^xi Jju»-*') J j\jâ> JJ JÎLol w uaJ— aiyj 3 > ^Ag "v > J^aâl 


0) 


. J Joli ,_ 5 AaJI Je. ja!*-laJ 1 .juuVill V fl.lg » oL^aj 4jl*-J J] *uixitll v1j1£j^a11j ^ja.^v 


^JjLms^II ^viaxj ^J 1 . .i l s v^jLaII l-mll ^ - * <\ -v* . .i l 4 <ô .< j /^jlj^ll l " ,V> - ^ ' - ■>*»fl*‘’l ^ q\ 

JjLl-s jic- JIj jll j jIol*JI jlfLâl j 4-u J i U - i l 4_jAâLÂ]l j Ji*iVl J * J>I-JI 4lâJXa]l : Jo 
il^. 4Ü1 aH jjt j ^a liaJi J J o^C 4 jjJ Ljajlj SAjJjill j 4jcLcJ! yli’XjlicJl 4 jl £J&\ 

I jiâij il^-J^xâA) jll Jl^oVl^ 4_uu-)jJlj 11 yll9 J 3 1 $-ÎC JLJ Lja j 

& .*ISjJI 4t Ja*]l 


flâjjl 4t Ja^ll J\ 4u>Ax]| 4iaj J J\Vi«.il : LÎLILÎj 


Jjül jbj yjjLoj ^g-y J -li A «BlllCpiillt» cL5jJI 4t Ja-aJI jl 4-s.lâJI 4ia: Jy Jjaj 
Ja^laâj ‘Walâ. 49 jj Je. ojlc. £jIoj lg_a— j JjV £ là J JL 1 _ S -Q^ J i4^a±àJl Ja-u xlAilaC. j 4^a-aüi 
4û^yjJ J cU=uJ J 1 Jjjaill 4la.^AJ 4—aca tyJjLo^iJl ^ Lax ^' » J 1— jl— il Ji» J..aj .clijj 

4.i a J J^ .a M 4 j j j jxiail i^jljLx)M _jC :Xla 4]1 mjV| J»*-J ^ JoJ La£ .Jl Jl Jl 4-a.lâJl 4 )la C 
Jalij JC- ‘(^jj*-JI J.JI ia'iilS) 4 jjI j ‘Lo-lâ-ll -ia-ll J JuaJ 4 ^^xtll 4ia-ljS’l 0 e ■ 
yljUu-al ^aII ylllc. Ja-aJ! oià ,c.Uaâ.i l^_i3 J - ih'i ^3 jll 4ia-xjS , l jl 4Lua_c]l y_i*_JaJl 

: Jl^oll ,J£x111j l^- a .i.. h jj ^JsuJI Iç'iAxj* ^_ya t4-oAâJI ^Ujl 4 Aü*J 4j Ja-aJI 


( 1 ) 

(-) 


Douglas M. Stewart (2003). Desigmng Pyobust Service Encounters Paper Presented at the pro- 
duction and operations management conférence P^etneved November 21* l ,2015 > from 
h ttp. //wwiv c oui -.s org/ar clnv e/c onf eren c e s/Me etir. g 2 0 0 3/2 G 0 3 A/Papers/S OM -14 . p df 

C Lovelock et al. (2008). Op.cit, PP 339, 340 
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fii j j>oj :(4~ 2 )fâj J£*à 



c4_oA^JI u-j j^aII ^ v. " ) \ Vi ^^Jjl *ÜaJîjV' *J5» 0^ jik Jjl .JSLiJl ^yc j^Jaj 


AJaJlül cbi AJàa^>U ^£.31 aJI Jg-Iadl Jj^JiC. ’.^Jb tl jjfcl *L- LA^ j » X ^Vl J 


< a$jjl t $-û ». i>j?k JjLUII Aia-iii' AjIc. ^ 1 ] *Ü 3—33 -lia Aj^LoII jAikall AjV L aj/l. J 3 û >? 3 ^ 

c—n^all AJaJoî j^kaii J_ya c Jjjj^ll £-a <Jc.\jjll -kâ. ^ 

^likl^ll Jc-lfcll Joi. ». âl% ^-oC.1 Ail uliljl^a 1) i|^la jjÂïiil JjI—i 3 ) ^^LJl j^JoaU ^$jV baalLJ 3 


j.-nl'iC- ^2àx* J VL**} L» .(!illa flxkJl jiJaau cl)l^*_o) ^jLall j^koil J3J3 

l^jjl 3 a . ^3 S^jÎo ûbl£ Ujl^cJ s j ^-*;3 i^-iLoJl Jgkkl aclâSj (JL)lj ^A 


. 4 X j— u Ig 7 kJ~>, ^ Ikiüi J ^ J! 


j SLa1\ j^kaJI :UjIj 


(jilaüj IxlaJ JJ3J J;l£ lj>) ^ Afa CJ3L-JU djliLk^ 1 3 j^Jsuill C 3 7k " u - > J 


( _ 5 I& Jàâl^J3 ^JjIjJ *■; ! ^‘>J3 4 jêU£» Loj c ^âJ3*iuJl ç-ljV^ ^3 ^3^3 
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Lac- AâüLü.lj AjjÜ 2 >jsü ^J] ^^Lail jj-ij .a-au-i^aII Aj— ilij 

ï^Lu-law ùjÎLi ^1 Ajl-aJl • S 5^J djUyLi A— u 4cdjyj i^u-al 3^*-^ A$jL1a1I 

îAo1a*J1 j Ajijli ^Jl Ai^A^I 3 4^Ji CjlakL^ AjjSî^a]l 

jî Aj]&]I A^aill j (JjJ^ ‘‘~ c -^- v jj*^^"i Aulc-liüll j AjuLa jl ^ij j Jn 

^ j$Jâj AjJLoa. A-oiâ ^jLoJI ^I.1 j] ,-v .sii <j1 ^ l>j .[xa L-a^ll j filial! jjj.aVâ 

uiejj JiJ daJjJ Ajj^k Aj^L-l*. ^\c. jjAJj tjJI Jjftfïj S*L-nJ[l i^LAj^U ^^Kll ^jjjjjjl 


O) 


. jjjjll Lui] ^ J^au> ^JAaJj A-Ja^all 


^jLaAj AjJIjlII jyt~ ^j-tajL-aâJ) <jî jj A*UAa jC-LLa £- AiaJI ^JiLaII j$-ixJl j>^-i V'i^j 

jli tlAi^ AuiaxJl ^IjaSM J V ^>-ajl— aiJi -lit Jlûl£ lj] jll «WOW!» — W JUilL 

©V jj jjfij Lo lJlc> jj i A ni.» ^11 AJdlaü] ^ja Ajjj^j jiâLj j AjIc AC- j—u j^JàÜ cLj—iVI jC-LLa 
Aojjl^ djlj -laâ 4 l^lolLaaiaj-ilj ,-^ j&I ^j ^. ^aTdl a j£jx<JI AjILo^JI Aje^ilL 2 &o ^Aiâll 

4 JL a xl^i V ^ ^ A^j ja jiê lA,l 2 kJ j) A_ui»a ^j J^ju La ^jle _yx Aejjll u Aj Ja^oj 

^ .AjLoLoÜaI j *— £■* ÙJ* £^-41 ^Lawiill v fl \f\ ^j — »j 4*11^1 


^Jla ^^LaJI Jgdâ.a]' Jjl—i^JI ^j- 0 J.1C. ‘C-lijjll Ae y. l I^ a I I C 2iuJaâ 

Aj jLLa JlaJ ^ ^ixj Ai-j jj cllLoiS j . s \ i<a j ^ 771 ZZ A> A_ûüj 

Jj wrd CjLiLixllj ^ya JjAxli ^Iv./) JLll^ .Ajiiil l1i^I£-La 11 Aucl Jjj jUk-jV 

40 J ^til A_jJ*V 1 jf^AA 4Aii*jll CjL^jJ J$a ^ x lià jjaja 39 L> At ^i ^J 4 U-^J 


Jeou-Shyan Horng et al. Op cit. 

^ Kathy Pui Ying Lo (2012, September). Service Design Strategies for Customization 
implications of conflicting émotions and concerns Paper Presented at the 8* International 
Design and Emotion Conférence, London, United Kingdom 
^ ^ “Teoriya Reshenuya Dobreatatelskikli Zadatch” Theory of Inventory Problem Solving 
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kAjjiiil -ili-J 4iLia)/lj .^ALail J^<all j— alic v-cITÂa.' ^Ia/^I Aol jjl Igluli» jîLuJ AjcIAjI oAC-li 

». Â * ^vi 3 X 3 AijL^a (- 5^-5 dîLkl^Ji J iU l i l ‘Uc.ldj'yi Ai^-a^ll LiJaj'l A^j 


:^JU]I jLiill Ig -\\.A jj jSLaj lAjlrklrwj jjjjll vJj’lul-Jo 3 s fl\**i ~v a AuILaJI A_nill Aax.Ja ail 


AjpIajVI Ü^LaJI :(5~ 2)^3 j Jl*i 



Adapted, from “Applying Service Science on Systematic Innovation for the Convention and 
Exhibition Industry: the Cases of World Expo." by Ch. Chiou, Ch Perng, and T Tseng, 2012, 
International Journal of Electronic Business Management, 10(4), p.249 


Ajjlia c jrv£ I frjk - ^Jijxlill fj ^1 AjjjaII l^_La ‘ jjjjl' <^jl?.ljk A 3 j jl^n -a l l jL— ;! Jlaj 


sjxj^II >. * *.l *« i -v. I l j>$ ^iuo f j>< Jxalli 1 g*» » 'V*i 




' ^ 








tàjjzua jl>d jl ‘ jjl—J' ,aJ— süll jl jt v5 ic. 


.7 




.Aj»Aâ_J ^ joJ La jjlLa JJ*— a t jr». j ^ba3 ; g " 1 , 0 Av A3 Lal iAÎ j j*_a]l jjC villj jjLLa jjj£ 


JlaJ Loiu .AjC-IAjJ AÜalo V A3 j jx-all jl y^j\ S’uLoll wlll^l^Jl Ailk jl liOb 


jlalio Axj A—i*u^all lg-a A . vj J ^^ull A3^jx_all jl j— iVl jî olalall jjC AÎjjxaII Jjla.laJl ^Jalîj 


jj^j jjjllixall AÜaio JJJXJ j il$_l3 AÂuiajj ^-IAj^I ^ASj A-afr!/La S jvaII jialLa Jjaj Lûiu .£_*jjii] 
.A3 jjx-û jjC j Axj A-u-ijpdl Ig aAV> ^1 jl _$*J ^ Axj ^1j LilL^ Ai jjx>a jjC dlL^l^ jjâj— iLol 
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ij ùLal\ 4JLu<a 

iù\ j£)l\ ,_]jâ J* L ua j+siz* aJIajuLuV J^jll _^iC. , ü^>'u-aj Ajl^ 

^>1 . aÂT i*J c j— J jjIaJI j^_iâ-û]i v__û^G| fc jik'i Jiaw J*aj 4^-iac. jl ( _pajlc Lilê- J j »>> »,i j dua. 

^•iC- jl il (lllLLaxIl Aollxâ J Û.#3^ ^-°_) JaU^Ü ^jLaJl ^JîaII 4ili*-a ^jlb yiilil .ajJC. jl 

^ C S Jjill Cll-ijlc. ajLc^ JC >Ljaà ujI^jUJI ^ a jL-Jk ^ \UMi 4jU-uall 

AjahlojJ *bVl Ajllxâ ,aA*J Ailjaj kAjtu^ai ^la^j ^j]l 4_iUxîl £ jlâ. 4-o.lâ. £-u 

'- 1 ) . J-aVlj 4-o!>L-JI *ul j JuuiJ J^Lâ.1 ùjyj jl A-ûjjlâ klil£l^aj*^ ^ùa^^^xjJI li£j i JjlalxJl 

cliC-i klîljj-lSj ^ji A t ÙTLU AjILoJI A^liil J>j ^a-uu-aül' I^j ^la AilxÜI 4jLu-all iradarvi y.. u>j 

ù\ o.i^=«. k. w^ -£tlj killjVlj v » »1 jjJI t j y^j.lll j^xll iai-tjl «j t^^L-oyi j *— ê l'a l i 

*- «K» Lo Ullê. . ». .ftdK'dl Æj 4-JaiÜ] CjL«_ua]I J>j %4- 2 Jjj Aitu-a Ajjl jl^frl ^aJJj tAjl^Vl 
^ilxall V -13 La£» kAibx J.liâ Jj^j£ CjV LûjLL-j V kld Aj'uu-a 

: ^5^3 Aaüj Ailj.rfîH y. .JiLiu «üljuJI LjL^aâ j* oju^Jl 

<jU— a $ Jxk i . ^ .a ^Jli. ja^e. j uJil «Jlll.l*«all £*^OaVI ^A\ 4-ulijjl Aj U ^ a . 1 ) 

Aj\ U^>1 1 j AjjUJI glüyi y" il jIa C Je. 4-<La.li]l JUaC-Sfl aU y -flllU 

j! Lijlj ijj—j . 14 — A l a u arvl Jj^aJ Ujj j^Sj^jI ^ . \ Aj- rC: 

;^j^*| LoS jg ]â^ll oLiik ûjjJ 


(1) , (2) David Bowie, Francis Buttle Op.cit, PP. 241, 242. 
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jjUJI j$üa2ï S La SjjJ :(6~ 2) fâj Jü 



- Lo jj) blHu.1 t—liUaJ' jljcl 'J* 


cLj a j Jj. u a a . Ti 4 i _£.lLa]l jg iâ .a ! l j— allé 3cli£ Jjl 4 3^-aJl 4 i3^ -1 '- û -° 

4 ^aVl JjV A-aJAflJ .lie La le jj ûjÜi-aaj AjII C- Jj^£j 4A_«wj^al) ujLlaC. AjJlxàj Jj^J^ll 
lg-i2 ^ûaâikjj J^A— Ala.^a O^j-iLa JÜLil Ljajj.}j ,JS»Llllj a fllll l w^Jiaxll A_jlc- jgJâ J Jj-ajll 


1 ->f- 1 «<\ 1 .1 ô 1 ! > « w /ja 4* » 1 ojlelj 1 a L« a AjLu^ 4 j a» _4 4 j| l •v-'i 4*»f. 1 K 

ILa Jla Jjl J j£il lu^aj . Jjk^a ji ç^-iLa jg si* La lillj . l^J jlâJ jl jà fl Jjl Cûl£ 


^$jç.liS»^ ^jolalxll J \ ^La Jaiâ Aia ^ uLü Lijl V) 4^-lLall jg lâall j— alâc ^ aa> ^Ac. £ - >aill 


.^jll jjj-u SjiâJl 


4^le .^JLaJtluiVl Aa*_n]ai Ixjj a ftl") V) ^.iLall j^Ixal' y-a\j£- AiLu-a S j J;i Jâ^TiL; 

ojjJ Jlaj 4>lla .AÜjÎLaJl sl>l jjg >"ill <jiaxj 1.1e La ôLaJl ûjj .1 ^ lA^-aaî ^A YLa*j-J Lkjj£i 

ÉAi-j 8“5 ^liLû jJ&tyl îAImj 4“2 A ^ .. /» Vl j 3^^ J g 3- 4-a. l l ^-aue AjLe-a 

J jiW » ® J--I44 <je f ^> n -13 . l$Jl \n.J Ai— 1 15 10 Jr* oUa!' lIjIjj^ *Ai — » 1 0“ 7 aliLiVl 

ftljjl Ig . ttl c -.- 1 A . J -lü JjjjjJI ^yHuLi dildl A— alâ. ila^. ^ J L all J^a .1.1e Ajlu-all ^>al jj 

^jj'u^l ^iLtJ JLna. A_aA^Jl ^ jJ—La ^palüJl 3°^^) LaS Cjl*4 X a ojLoâ. Jl Lax 4AjLu-all 
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o^iLba ^.u xi ^jl iaUuil dllj *L- k j^-oJ 4 jjLill l^J . v _ 5 -J 3 ^Ü'j ç. l_Jo ^Ja\\ l ^a 

I C 'C ^ )f_ ^ rt» I J ^ 1 < r> /■ ■* < ' ^ ' y\ ' < ^ ' I l J ^ ^ ' l-\ i-**« ' ' /- ' ' \ £ ^ lfl\ l ^ Q 1 ^ » M » ■ .-^ ^) 

.^jL-suiV! o jla êUjI 3 A 4jlu-all L$j 3 j ^jSLj ^ J 4 Ü'- aC ’^' AÜjC. t j^c\ L« 

^jaj <£jjJiAll £JJ '■luJ ^ >"iN j <âUâi]l l _ ff Ic. ^JâaLa-aJl v * l>j ijl^. 

^ .4— u-jV^J JolaUJl j <jj\jjll 


0 ) 


Loc.cit 
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<JU]| Jaà]l 

Jjlij (Jli J vIjL-u- 1 ^oll ^jLall Jg-I=udl SjIjV I^A J l-iâ Jaj 

j g^xal l LLjaSj nJjl JLfl\ ojljjlj ^ûLall j g Ixal l Aj^A I LoA j 

AjaaSH J Aaii£jl J-*2 aj -llat-a ^^gXo jj ^JjLJl jJ-uül jl JJ l .ag j.2 l ilwa jj . jlj >*’»% \ a *. ^jIaÎI 

f ^uüJ J AjUÜj A_oIa jljjl j_}-j jLaJ A_jl ^jC- ^L02 cljLaA^il «wiLl—al v ttl" l i~fc a! Ixjj ^IûÂTumVI ^3 

yjj ^a— aÜ]l J J*. JAxlo jg iô^ll JjI JJ Ljaji lL - aIâ> la£ . J .. J ^2 V ftjlânll JJÙ £»o 

A— vIjLAaC. Aj]L*i ojbj oJlxjl >. ô’f i fk ^ f.iA . s-i') J fjl ^.V^lll Jj tU u A^ . Ig . AJaj 

. Jljjll OlLS J-j j A_^l j Je jjjllll j 

J L-ojlj jjjjJ al_£ ^L j J jg lâ -û l l I^ijLûJ Jll *LolJI al jfcii jj Jûiu 

aUl^jl JJ (jJaÜll Jl jaJI J^aill J Jjliô tA-a-liJI ÿüa] J j^jjJI AjIjIJ 

i^JJâjll yb jU-iS'I Ia_jjJ jjl jUjC. Lj 4Aju£JlJ SJAa_a]l A. u .i i i l l Jl jjlÎI JjiOfî 

.IUmiJ ^^11 A-oJOil £çlio J <jü^aLa]I j-^aixll ojUic.lj ^jIaII jg-Iâ^ll A_i3 jjjyj ^»aL*u .13 

vîl^L-j Je. AjOC-L^j jjJ>*J ^ya A_ûl Jjl AjI jl J s jjjj AialLJl JU-a3 jjjjJ AjI] 


. ^aj| - I l >" ^ 'I l 
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Ci\ jjjUj Jjjjll 


l^Lull t <UJ .y» ^aJJ La£ AuC^Ja^oj ' ^ , utj «j^î V CjLo^LII ,jl Jl J— afill Uljiaj 

^5 A_i— iL-iVI jlj-Vl ^-vulftill /jS' Ijiâj .l^lo û^lü«»Vl ;jl*Su Ù3& 

CjUUjI £-û ^ûIaII j^Jâuûll Aâ^laJl ^Jajj ÜA ^ Jjl^j 

; AjJI ^11 Jlr^lxail J^lâ. .ili j j 


jll ^LAaI^jV A-LmiL A' ) ^LûUiaAll 
^IaIajI ^La 

vIjIaIaj! A^-iàJÎ ^jIaII j$iâ>dl jjî 
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ujULaul :J jV' 


jalc AxoiaJl vlil jvlia *^ fv a H llijiij >- J Jjjâ -lia oI^jV' ( » 3 $-L*> 

ALl^U^ jjüi fSLo\\ jjIôÜ AÜilxJl Ja.Sf a^jÜj ^ «Wwzburg» a—j-Iaj 
t jAa ]1 iill j A-cc-bLo j^Vl ^iiil jl.JaVuJ A ■% jV; Aju Ig ’nt <Sj£. j tAj£ ^L 4 l 

jljîll HbLiC- ( a^2 J— a lie. jiiC.\ y ç\jjfy\ jî 3^j JjXafl ^jimlnii ojj^iaj -Ije! fî) 

Jjiaall iAj^uil ^jdlkkVl t^'LûOSkVl <al*^ A£. ^üo ClVl^-o ^ a IutA j fcdilil . Lo^ûC- 
(^Ifi-o ï ^2 £• ^iüll <j! JJC . ^ ûL^jVI i> 3g ^1 A^j-iL-jS'I y* at-ixll La-û 

A l» . nia :'laA ^jjÜjIj ^3^3 iâa .^1 Aji V) l$J ÿo aC_^ll ^j-ïc- . !»lc. ,J£ A-ûALuaj o jliS 
ya CjIaI^jV' AjaLi ^ic «—É^xjJI , i ‘i-^:^ll J jlai 1^31—1 l^o ^ ^ nïi 5 > °JJ^J 

. l^Jj ^Sj 4 » M b J ^ 0 ' j . .M i 


AuaLa : JjV' uoUxaII 


3^-V ^jxiult Aj jl*lLJ CiAJ J ^liill (Uc. Lii alalVi f Ji-2-° sj\ lijl— I liil J 
•il 3L-J JiL* a!*-i 1 jû ^jj lAajI^-ill •bj'j'jâ yJjlVi a_qI\Vi.>J 

^JLaj till^J . L^ jU lc. 3 I Aj-u-j^aII 3I rulall ^>30^ S- ^ 3> 1 -Ij.Ixj ^ 141^1 

tviiîll . ^-antili UjjJ A_-âli. ^ Aj j 3^* Ail£* CiUlroVI ü! JjîB 

.l^_iic ojjj^/JI j 4 & ‘> li ^ 3 ail— ai. iCjIa’l^jV' f»3«-ba ^^ic. iIia .A. 1 1 


^ Fabrice Clerfeuille (2000). Les Profils Attitudmaux des Consommateurs : Analyse de la 
Congruence des Eléments Cognitif, Affectif et Conatif (Dissertation Doctoral, Science de 
Gestion, Université de la Réunion, France). pl5 , p27. 
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CjUUjI f :Vjl 

Aj' V) t^lx-all ^fllüa Aj^illl A-^lill ja oIajVI ^-a*-a 1 Ajt.Jal j aJVa aIajI v . \* «.'ij 
A^a. jli jl ic^-i JS JjiL-uï jA j Aa^jll ja AL-J ji ‘ — A £ j oALa ja oL^jVI j] J^àll jSaj 

AL-a'l "A^jI" JxaII jl lajj-ijll ^xall jSÂ LaS 0) .AlL£uJ A ^ j JS ^3 jl AjL2i La^ aLÜI ^ j 

ÿw*i ^ .IgJ] l jLkj' ^1 l^S A^k j ^-iAA AaÎ) A^.jj^ fcAaic A^^j Jjâl "Aol] A^jI" j ‘"AikJ jl" 

^AxaJ jl La A^^j ALiL-y jl A jfill JjIL c^-2i JS1 (a ^ 3 ja) ^k-lo Ail oIajVI jl La ^aC 
j JilajVl ^xajt-all jj jia. Jj c^_U-oj jjxil olixa ^3 Lja jaC A^j V .oy*j Ajàll A=ki) 
<j £-iaja" Liajij " jî joSâj Aajjla" Ajb «Attitude » ûL=hjV! <-s jt jil' «Oxford» 

lAijjxll AJtlll ja o jA— saa ^3 cia. LaC- ûAjxj jjC jlxa]l aAA jl Ala Jâ^lj ^ ^ i" f - k ., rfcl l 

.a] aLLJI ^.IxaII ^3 &'-=k LaS a^jII ojLi] j^Sj as "^-cJI ^-Aa^a jl lnlâ > 4 li é' 

JjâAj AAa»a p^-âa AxalxJl JjlaJl v. sL'ia .j jjia.ljl jaÜu |ü tL^üa—al La'l 

J JexfiA 1972 ^33 . Ig-alAVuJ cllVla-a AAül ôjjjS A^jAj AÜi Ajxj AA j ï CjIa U kJ^LÎ 

1935 ftc «Allpoit» wijjxi ,>0 AALLa L$Jcî jl tCuA’j^U le. jla iLljxj 400 

La ^Lal Jxfill A jj Al ^a-G jill j i A jîîl Jjâ ja A^iSx J^ia" .‘Ajl ^Ic. olau^! ^AS ^Àll 

. AjjI j_a jjC- jl Aijl^-a La] j^Sj AjI >"u»iV1 ôÂA jl n-k) cCjjIj JS-^j Jo*iVl j-« >• jl 
jl ^1 j>a jA Lal ( a-uij J^li ja c uj)Vl Ajill Jxa ^A oL^jVI Axaja jl «AUÂ ja Jâ^^Li 


•4766^-a t jjl— ^ j- . j Jâlo Jj\ 
.1015 ^j-a t jjl— .(2004) Aujitl' Axlll 

(3) Victoria Bull. Op.cit,p23 

^ Aline Troblay (1994). L'implication des Consommateur face aux Produit Ecologique 
(Mémoire de Maîtrise, Gestion des PMO Université du Québec à Chicoutimi, Canada) p50 
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jL-u jjü AojlfLol S jLî i] iillj j ^aIAj ajIaIui! ijill l- i .u ^-1 ajfk jjc. ^uU v!il3j i^j^Lo 


.AIjIj JjjljL > lk.iVl vlijl£ U ^l i ï^ -o 


Üj Jjl£l c-\ y*i 1 vu-.li ^u* |1 j vJjU» jl v— ûâjA : — j oUkjVl »— S J*J j^lâlo Jj^i 

^lj jAjj alalVI jl Aillai . An» .a Ajlyi.nV <^_iAlij Aajjjj LlajC- ^ LaLuftl 

^lâl^ v_JjLJ :AjL (1993) vll^xoV J ullJf«V A3 jC- i^e-bu^l jjJâLs Jj-ï Lûi .kiljLJ v— â-ia ji 
vli-la. obkj jl AjcLoI^-VI Lil-Jail! 3 vlAcl atJIj ^lill oUkj ^2 ^3— n-o 

jl jC-IAlûII _9 lIiIaÜjuûJI j jl£i^l ÜjIaL^jXI A i.. n‘i jll vllljj^uvllj .A_alc- ajj-^aJ Alull 

UlU jSi^dl aÂA Jnjl JJJ La Aie J£L2 üj A3 Jjij uALûj j Aj ^J] tllVl*ijVl 

f^yJayu aA^jIû ajj — oj 3*^ -J ^j dl'x- jil! 3 aAA=k_û]l jC-LIla]! aAA iajjjj Jjl Ai. ^1) 


P \ 

JjJaII Jjl jjAlj j ôlaJjV^ A_uS jj r 3^034 r- j- 1 jj ». fl ujna îIa^ £— Jj >— Âj j*lll 1 ÂA Jj] '“' .alilYl 
vlJ àaix-o iJS-i ^lp l$j!j vAjC-LoI^V' AjjjJI vljl jjU AjjIj A-jliTuJ aIjj ^£1 jAl ^jC- Lajj 


. Aj£ jLc ville, jj J >— îLl je j 


^a a’^jVl ju (Yasin ef al. 2013) j£a 34**" ^3 jjlâlûll ^j^âj j^a 

ji Jj£-ôj .illÂjj ‘lUa^I ji elud * jj*-a A^Jo3j ji Aajk JC- AjâJI 1 $j jjju ^lll Aj&jfül" 

lAAjc ivldjll 'uo llui oj^Jj Ajill v-i rk . j LcAjC- ... laAjla^i jl A_uL-> jl AjjLxj] 

al>jl <jjJ Jjj^J A2 Jj' AiLla] Aâ^^üli ^ ."^jJaâula al>j) AJ ùjl \\ I1 a Jj] JjÜ' J 


.Âj jxoV' ^jUx«J' A^»UJ' Âjj^Î' : J— a* •(!•£) ^>* - < 1 .(1984) <^j*JI Âiii' 

.17^ 

vJjjjjj .(XJ! jj) (2.1a) ^^Âil! ^ .(1993) JfoV .] Jj-V . J 

.113^a .(1973 ijtfia ^ <J— aS’! Â r> ... J !) 

^ Sana Yasin et al (2013). Consumer Attitude towards TV advertising Based upon Consumer 
Age and Gneder Information and Knowledge Management, 3(2), 163-172. 
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o 1 


jit. j y* 3^-4 g- j-2a >o jl*JJ A3 j\ 


• Aa.1 


3 


cd^L-1 Aj^iâj $A J ^llg’w.i.ftll tAljL-J V_jlj£ (JjI ^3 ûbkjV I w9j& L^iü^a-U ^Lu-J ^jAk^-j 


li^-j a!a*1mjV j a_ûaa ‘Ul^" :Aji ^4c- 1969 ^ « Howard &Sheth » AuàIjaI jI2la11 


AjC-LoS. JaJo A_o^1C- J£1 a jill k^Xu^Z oUjVi ^ k u>“^ c?-^J 

^1 ÿilo >2ki ^il^L-Jl ^ jj5ÎAj 3* ^A alsLiV^ J ^ ô* ^caH-û ^ ."ojj^aII 

vIAaI&j^I __pj ‘—ûj jxj ^»as Luâ .Âj=u^_dl ^cIaI^V' jjj’ojj Aj^b j^âli blsiuil U Aa'v'x. 

J^*-o Jj«^j A&lkw-V J_ÿjjll jjaSjT :l$jl <? Engell, Kollat à Blackwell »^â Ja 

^ ."jï-uij jjjLlaJ L$ie ja*j ^j]l «2Ü& 4j£àl$S— VI j AjjIj-ÜI — il J iaVI * JlaVl) AjUliala g-U2i] 
Altuia J-û ûL^jV' Aj^ iA^A^-a i-bjsull IÂ& jl iAIjuJI ^-flJjUllll £a AjjULojlj 


^ °JJ J ^ Ajljxall 


Jjtau ÂijL-JI J ^alxjll JjC- A_^jlil] JjjUiil" : 1 (2004) Cjljluc. AÀjC~ Ia£ 

Jà^2>u ^ i"villÀ Ji 1ÂA lju.ii AÜjIj A jtlwi jl Ajjlajl Aaj^^^I^J >— à j*-nij .M1 $Ti..iaI 1 Ajill 

— j wij*-=uj JIajj—jI tllû^a >. u ^ % t^JjVl Ali VJ « Ailpoit » ^Jkijsu IaIaj jÜ—a Aji 
jjjsu l ii^v A j .iaiâ >— fi j ^aT i ll Ajj Ajrk_o Jj ^1 C- *_£ V ôlaoVlâ " c xi^l ui/ jl IaxÜ— la 

jl AjjI^jV^ il a nVill ôlskjVl" : — j À] (Kotler et al.2012') Ljaji UjJâa^La 


(1> Aline Troblay Op.cit, p50. 

(2) Fabrice Clerfeuille. Op.cit, p28. 

.216 w ua . Jj'j jb : j^jV' i^jLac -(4-îa) jj— 1 .(2004) ajIauc ^'jj' 


(3) 
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."ajîiâ jî >=»-j ^-i j. 11 J JlxL^V 1 j tAjiLlaJl djLl Vu.i^/' iAoAwJl 

1ÂA JLu . t aliiljj aJ Jxaj lilxao Lui Ai- j jlxjI jj£1 


ôLxjVI ^ j^-La Ja A_u ji ^oALLa : LuLj 


: s? L Li£ l^lo ji axj ^ucaiâJj J jlaj ûLkj^' £-a Aiil^lû JjliJixL-a-a ->?*J Ljajl 


jl tAjLlül JLij Lua J*üL fLül je. »il jL-Jl :<Ü ijLa fl j oIajV' .1 

Sdi^L-JL aL.^ 1 J aUjVl *^ û 3 ‘Ü**^ ^LÜJ 

Ajj ^x- 1 Ai u^a J ù' f^fLi J*a ^-4*“ Jfi*J ôIajV^ .2 

jl Alnll J« ajui-o wjVL^-û j jpSii 

v-jlj— «a Ja JjjjM o'jJ Lal *wa j!_xa]I jl AjjlülL jiâj A$_^j ^A jJlj dlâJVt .3 

jajaHÜ aL-j 3 $ A ia . U Ai aA=kj ^1 j]l LiS i^lijlj elaiV' Laiu ^A ^ Ua^j 

ïaLoVI JC ^àill 

tftLJüV' J -il jâS'l «-44*4 AollxÂjl A_ilàc. ^IS^V cliLaiiââj JC ^jjJl ôIauV' .4 

^ A_lû_i 2 ? l£^V ^UUiVI £— iai>J ialaiV^ A^joj ( aj£]l aLfcj 

Jû A_u-ufLail ^ jIxaII JliLi^L»-all j jlSâV^ Ac ^> x djl ^al*-oil JLûj ,\Vi» ai l j ôIajVI .5 


Ajc. 3-Ja yA vlülS 4 ^Ha 1I .j-aVu*^ Jj^. jjAj vLj-t; ^C- jV jl ^c j JC Jjj jil Jiâ 

^ 5^1 j^\ j\ jill J— i3 Jaiâ Ai)».a «jJVâ'i» 4 lilliA il^C j)A>a J* .Ajjlj J\ 


(1) Philip Kotler et al. Op cit. p202 

aIL-j) jLjvU jS^luiibj oAi^aJ' ÂyJ j-il) y*-i ^aL»jl) oÜlu' ^jULkjl .(2013) ^lic 

.31—29 i _^*a j-a .(_^l_^ajl .2 A*xl^ kÂjjjall ^ ^Ic. t 

(3) Fabrice Clerfeuille. Op.cit, P44 
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il : Lillj 

sjjijfi J ^ A U4i S .a ij] j ^_>-ajL-aiJl ^y» .11*J ^Lklrkjl jjAJJ 

^-1 £ yJa ya\\ o 2 ^_o A UL^jV'j * la-i^-all ^-qj >^11 £-a aJcUj ^ ^_J jUklil 3 ü\j^J\ ^ 1 * 1 j 

^. n fl il l <j jSj ^1 oAjÏi j jL-t-a cljl ù lIsIaL^jVI S 1 $ n» ) A^^lc jl CLal. ^lu all ^j-a ^jox-a «- ft’u^ ^iiîi 

0 jîL--o l$jl ^xua*all j clllnJlj JlnALaJjVl pA a ^ j .i SaU ^ t-ilk yo jl ^1 yo jl -ljL*-a 

^jAxûa «. iu-vT î *iüj £• JS ^ujj La ç . _^j jaslÎ]I A . a ^ 

V ^3 jS2u Jj^jjil til jîjj£ vliliuliLa Jjl ^1 lAijx-e j jla jl ^_UJ JJ jl £-iaj 

^ .^j f^jUl^jl £-i ijâl jjj 


^j^jJJI hlil&L^jl wijUâj : Lui j 


ÿüail ^aJ oI^jVI j_$Sj ^ j J^jjll ^-ÂjUâj £J J CjLaI^jVI f-Sîj 

$4_nLJI rçjllill Jil£j^ A-ulaa^l LojJ *-- *d J^kj ^Âll 

cA.w>â.,lll 4-aJi ^jC j <-iij jp AjjSÎj ^IjUJUaJI jll eliUl^jl Jajjjj ^'l Ajjj^uSi) Aioià ^]l 

^1 Aaâj*_jl AiJô^Jl ‘SJj-alJlj Aj^àJl wjl>VLftll ^ic. Juuilj icfiïï A^A h j*^j A° jfijî Llixa. 

j] iljlill _jC- pli^ll AiJajj ïCj\jS_jLJ 1 ^Ülx 3 o.lla~a jjSj Jlil j ilA r>*i\»U J 3 ^. A\ JÎila-all pJâïj 


^ j!2u tillôl j ^ LalrkV' ^ J JÜK£ Aj^jLÜI J-il ^>-û cllUlajV' 


.Uc-Lalikl A^^_a 11 ji Jiâli A i l . .^1 1 i—isl ^aII ^-.U>J ^glc. ^AJcluii ^^ijl 


:Aj^ 3*— Jl i^aL^ . >1 j1 i \ J Ajj . n» 1 1 ^IfiiaU— .»\l^~i. M all uîljL- .(2006) J Ap ûx— 1 

.220 ^Jd a t(3^Lui . vJlil^uc. *.A-k a *269 _;-a . jLli'l ^ j~i^a 

.236-234 w ^ ^_ua i^l— < _^o .ijj'jjic. l '~* 
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^jà S :LuhtlÂ 

4 ;— JaIjxIIj UJjlaall l$ia t*r"iV«H 3 -ajL-ai jjC- JJ 3 xJl 3 a CjIaL^jVI 3 jbj 

.abkjV' Je- J*‘y 3! Ig &aj V ^ k*A\y* c.\ 3— JJ 3*JI o^A JS ‘ 4 jcloIaVI Ajjjb J 33^3!! 
1 ^- V u Ja C-l ^3 3J3 j J‘ - U*k 33J3II Ijl ^Aiij jJl sJl)lc.LaJI : J JJ3XII ûÂA 3XXXJ (J dMifc U i S a j 
I^jV ioj-xV^ 4-—ali ^jLoÜxJI 3* 3uSJ JI3-UI jl 3ÜI3 < 4 jUl* JxL L*u3 33AJ 

U 'jJjS AjcLoIJ CjLu-ai-x pA 3 J3II eJâ -l>j l— ajl -33^ J ,_£.i] 4 j]Ic AuÜl -Ix-a x CjIÔ 

JLusajVI JjU* >33 4 ÜjL-JI >ilTaS 3J3J 1 -aS iAjlAtiül JJJU 3 3J3S3 J 3JJ3II 3jbj 

■»\\ \< j 3.J I 3! ^sJl JjS*iü3 ■ ** >1 ^V«*il 1 iq~i •J'i < 1 ^ ...1 . J Ifi ^*tll 3 £3* j|"\^l l l** il « j|\» rt\ l j 

^_i^3 oljaJl£ ‘Lu-oiJj CÀL-nll £ulj 3^ .la JJ alaj^' .I3ÜI 4 _i— ai-xll 3-ajL-aiÜ 

( ‘) # 3 30 li-all 3 ^.. W j II 

ôl^iVI Joiuu Jal 3-a :LmJLwi 


• — fl3*Hj jj 4 j&\jSÿ\ <1^3Ailj ijüj : 4 j-J-J Jal 3 -û 33J3JI vljlAlajl J j£ 2 ü 3AJ 
JJ La.1xj Jîlli Svljlajiail 3-aj Lxai Jla i aj S k -a l l 3*-alic 3^ax J Je 03-llxa 033*^ V 3I 3 3J J 

. Mi M y A ‘m» ^ ^"i l ■v'V\a 3 3^xi'i_ fc -ai k ^JI 3 3J 3]! Jiaj ^ <ui >0*11 1 A 1 ~» 3 Jl 3 J iJ ' 3^ 4 !•» 3^ 
cliLxLxaV 1 3 3C L.U 1 3 3-Ja3^il Jaioll 3-0 i a : li Jl .IuxaI elajVI c 3-xii 4^3^! aià 3 jSx: 

JJ *illij 33iajj3 3JX-» Je- JjjJ ^liAj ^- v j % 313^1x^13 CI13AII 41 ^ 3 ^ jb ‘ 4 jjbll 

.AjjJ s _ 5 — ij û'u=kjl 


.284 i2833a . 3 b - 343^1 . 3 ^x.^ll Ji^x : .''■i-'i.. l .-.li jl^Lu .(2006) j 3 *^lJI 3 *^ j 3 uAJ^ 

.36 i35 3-3 3-3 t^jlx 30 . 3 3 ^J <Lc 
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JjjjJll ujULaul uJlxJI 

j JS j djja. ) I jSîll *ïx£A\ i_ljl ^idlj L«uAI w vo J ji j ^la— liji -Ixj 

• ftljaC-V* ^ dlLê jll j ‘^rJl Jâ.b jcLUl ïj-LaJI ^ jlSèV* J ^jj*-a £-Ja^-aj laJJjJ 

jljUl «Kant & Leibniz» Ai— j^_âil £_a 17 dija^ .ixi djj^laj jl ^J) a^iàAll oi* »lub 

dl ^Ul U^j i«Affîect» i«Cognition» >. L^a j j^a Jji jljilxj 

l ^a-jjdu ^ y~u A^ jiliill I^Iia I^j . a 1— aiLa a_ûa^ JlaLiaj J^xî AladûiS «Conation» 
fJ fc Aija .a Aaii i_jL*J ^ '— AjI^J £_Ja^ol ^all QjJ ^L— *Âjj 

d^l dAi^al! ôiA jljJ k jc- s--\-v x : L £_ > )iJ CjV^-o C-Li^Vl f^ic- ÿ“ dj LSsl lall oÀA djjlal 

VJ&Ujj r l J ^>114 JS-ij l$ia JjfLa JS JaC. ^.la ^jc. *1 J\ J3l«all jlSj tol^jVI 

djiâJ ijiLjljLa J) jl jill ilÂjl ©lauVl diUyLa jjj J^. JIa^JI tdllj Aa»-uj 

ji Jilll 1960 fie- «Rosenberg & Hovland» JUcl d>* U j^L-a-a JjVl Ajj'JLaI' 

^jjjSall Ajj^Ij AjjlLail oÂA djj^laj ïAj^ull AjljjS-a J-il— ûll j J*il' ^-«Uâj aLaJftM 

J^S>dl J) jaâijj l1991^ « LlltZ » JLaC-î J) blüJ J^SaII Aj^la*.' 0 jlsû 

AâjxaJ l) jl^â.Vl (jLjjSxll jjÜxj Laiu jl Q^SaHj I jttJà j Jü— ui Ajl ^jaLaî 

( Cl er feuille. 2000) < j\j J) Jjaî 4 Jla*. J ^.olaj>U Aj^c- <Jjl^-aS (^ jjil' j 

ji dj.1%.» l^jxoll : Jjli^S-a Aj!)Ij ^j-iLJ ^Ic A_Ûj Â^b dnik. 

: La^ A^-Ja^j LaS AJ JjLa JS 


(1) Fabrice Clerfeuille. Op.cit. pp29 ,30 

^ Wafa Hassainya (2009). L'attitude des consommateurs Tunisiens vis-à-vis de la publicité 
comparative (Dissertation de Maîtrise, Administration des affaires, Université du Québec à 
Montréal, Canada) P8. 
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Jjx*l\ ùjiâ» :Vjî 

^*'1 1 sJliLliûaJ) J^ \ jO i j t“ < 1 -vV« a\ 1 S 4 qI^-aI I l" < 1 NO~î» <\H ^ J -A -v a /y] l J j A. 1 

JS jjS-oil là* Ja2d ^LUL c^-ic LlsLa^ix-i ( _ 5 Ic. jl ^cSiaJt Aijx-fl l j^a l$J ^ j S^olj 

jàlull Lil^j ^ .JV-ü— il j >S^.j Jf^jj jSâjj ^_p] J-® £4^ 

-il SA »JiÀlaix-al' 2-L)-1%.') Aie. JljA^J viljAj JÜ j j*-ail AJUk ^A j i^ïjxaI I 
^_L**illft]l jl jill Arwij Aji J^jjîl . Vfl"» * ! JÏ ^-ix-âJ ioAjA^k AAl yÏL l g„ J aS lij LoJ ^ÿajjui j! 

A^a.j J-La JjLoj jlâJI 1ÂA ». Sjà V) ^jC SaIc Jjjjil ».' lv,n .^jjx_o ^ÜaI A*J 

^ . vliLa ^Ix-all J^a AjJaII v_jila jl o jiUloJI saliaJl JjAxjj Jj^Ü! 3 AIiaA*! jl 


^j-a ^ÂLaill ^ A AC JLloAS tcli^LJLi AjÜDL C j ^J^SaII djl jl a C ^$3 J^'j' 


^Âll j ."AaiaII - £ 3 joli £ À j-oi Liajl j J*iil j^>xa]l ^l^L-Jl Aj^Jâj ^ a k ^ ^Âll j * 4_uAaj j*Sll ^ÂL^ill 

^ Jjjïï J ^>o ^Â^Aill iA^uxl Àâ.i ^ il956fl^ «Rosenberg» V jl 4-aAâ 

^j-aiL-aà. JS Jj^jjll Â^Lj ‘2 jja. t^j^î ‘Lu-alk ^ 4ia v ^ c -' <jj_^ ^jS-aJ La 4_p. oLàJ 

»4xûAVI Âilli^i ^ajl.^irv Je JSjjj J jil jlai. J Iajj t^a!iL*J A_a^X- I^aJUj j ^jl^Siall 
1963 ^lc «Fishbem» x _ 5 iaci . ^ajl^^.11 JS *IaI Jjj ^ ^a ÿllail ^^ISÎI etaVl j]i 

^ :^L LaS Au^bujll Ajc'u u-a 

11 

-4 o = ^ IVi ATio 
1=1 


.(1984) AjjjxJ' Ailll ^aa-0 

,(2^r) ^ jjlajl :^..-.ài]ï . ilil) j ^ic. ^>*.a .(1989) AiaaJI AjC _^jL^ 


^ Fabrice Clerfeuille. Op.cit, pp. 43-48. 


.646 ^_ya .ftljAjll (XjUxa : a-» iû jaUII 
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i* O 8 >\+W\ £ yÂayo j JJ jll : 8 


$* i * A A^ a laJI jjj jil Ig-il^J jjj • * Wi 8 


i* / S 4 j,^->L^J' ° 0 s oIajV^ £• yùay* jjj jll djl-ialjua '. * XlO 

. jliic-V 1 j^JJ^ U>i^lj ^aj'u-a^Jl J^C. : * n 


‘.Âjü$\ ^j-aj'u-aiJl Jjjx JjAJ jjUâ 4 -jjjjll s^jIjLâ. jl ^jiaji&j tiillj ^uiajal 


{yt <liljLâ. *£- j)a.>a] A£j^ 4 ^ajU^vik : ( 1 — 3)^j Jj^3> 


JJCmJI 

ClsLa^âJI £-_jïi 

J-iiàll ûj$-i 

J 


4 j*ajL»aiJI 

4 

6 

8 

10 

i 


3 

8 

6 

8 


5 

10 

8 

6 

c 

8 

7 

3 

4 

J 


Adapted, from. marketing management, by P. Kotler, K. Keller, D Monceau, 2012, p203. 


4%30 J}.i3i]l 3 j$-ij ^ ^ %40 JlaJ 4-=J jll jjj jl ^al jaâb 


^iaiJ' w ûaJ jxjJI £ 3 jaj 

^)>4\ yjjl jLiiJI 

w_UJ JJ i jj j^AJ 

t%10 j*— J) j %20 cjL«.iâJ 1 ^ jüj 






*8,0= 

(4)0,1 + 

(6)0,2 + 

(8)0,3 + 

(10)0,4 :ljüill.l 

*7,3= 

(5)0,1 + 

(10)0,2 + 

(8)0,3 + 

(6)0,4 : E JjiîB .2 

*6,9= 

(3)0,1 + 

(8)0,2 + 

(6)0,3 + 

(8)0,4 .3 

•4,7= 

(8)0,1 + 

(7)0,2 + 

(3)0,3 + 

(4)0,4 joüll .4 


uillj £Ü1 JJ jjJ jll ^ J Au-ali. J£ Aj^aI jLjcVIj j JâaàLî 

Aj^a'dk J£] ^uîj 4 j1a*J jjJjll f >lu--v .J*ÜIj jjjjll ^ ^ ^ Aa^al^JI 

Aaa3 ^Jc-Î j fc3_jjl_a_jy | ^Ujj 4_uLaill A£j^>dl <j«aJU-£iiJl ^ÿziyu (J£l a£j^ô 
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t"i JjAiâlI Jjj SLu jj i JIjIIj JI3AH j^\ J .J a a ll l ji ^jiftll jLll^l jJ-iLujI ^A 'ÜljÜ 

lljl V] 43 J 3 — ulî j-^ uIac. -iii* j ."j" Jj-Ajill "v_j" j-iiill fu i "^" j-iiâll 

.JaA9 jnu-^bâ jl -Lunata. l_nâ£u ijlia jblkV >Ijlila* 11 a .AA ^ 3^ V lôL -lia^U 

jl i>j V j) ‘Lia^pudl jjJ J k — 3A JaâJl i __JaJ3*lH £-1 jaîJI V 4 4*1111 

^l_Jall ^ Â^Aîll :Jlc ^ J±S I ^ôLûll jjiax J -12k. JJ l^loj t^uaj'u-aàJl <J£ (Jj*^fclli 
ikxi*]\ JÜj jllaj J 3 I jUàuj ^aüL^aâll ^jo-lo 4 jjC J^jjll Cjjjj «Conjonctif» 
« lexicographique » ^.*>«.*11 £ 1 3 -ûll i''^" jAiàll 3 $i lllllû J 5 — j 4 jj*JI j^jjll 4 Li£ lilâ 
3^3 t"l" j-liâll jy\u. lilljx Jl 3 i JlaâVl 1 $jIj «JjVn jll ‘Lu-alâJl 4. um% j-liàll ^jjjjll jllâj 

(1 > .Aa.1 jll sAiU. > JjaâVl 


qjLaJï :UjIj 


O - J Je jeLloJ 4 jj11 3I Jlxâil aJIa J je 2JlaJl JA3U 

S JIUI3 Aija-ôllj <Û\jSÿ L JJUJJ t 4 j J3*_ji jjC 3I Ajj^a-i 3I ojL-i dûlf» cl 3—1 oA*Ul 

ûjAâJl Jli j-a Aj 1 \jiÀj$\ AjI p^X uiÿ 1 LÜjI^jJ ^1^3!! JJ3S-CII JlllLj -Aj-o-Jl Jl 3*^3 

^3-u*- I li»*/l J>«3 A*il jjl jüVl 4ljl-^3J .l*il jA Jj 3IÜJ ^jll 4_âial 3*JI 3 ^^C-L-LcIIj 

4 -JaaLïLû j&LLû jjjj £ 3*Aa 3^11 jl J jl.la.3ll ; j^aâlüll >N,hj LiLai .1 jljA*j Ia JS1 J] 

3I ^latawuV! f-ie 3A3 ^l^çw.311 jâlull Lai fc^^aâ fl l ^c.'-iu»3 A3II jc-LLo^ jjjjll -Hc 

-oÀa »jxall ^3ûj jd ^^11 ^*3-133-011 j ^ <JLxiiVI JaII - 3^ j jjj jl—lY! 


(1) Philip Kotler et al. Op.cit, P204 

.^1^) ^gj je. ~ jjl> il '• ^..«.aill 4_iiallj ^_>*tâjll ^1 C- ,>>» « .(1988) JU1 jjAll Axo^jl AJC. ^jla ^ 

•91 -85 ,j-a v _^-a A >1 1 jIa : j— a-» io 3AUÜI 
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.13 . V J. £ » J1 jl La Aa^. v jc Jiixlllj J 3 J jll ^13 IjJ ^ UA ~> Aij*-o 

JLA ïfc aA 3 I A^Sjxa cjIa _jLuo J 33 j ysiL 33 jC-LaaIU 1 Ia^aa ^JIa^/I ^1.1^ jll f -» ntfill ^ 3 ^ 
La jila juxlii! j] ikiilll .û3j3X 4u2jxa ^JjIauÜI A>n ; . jjla JJ 33 jî 4 Via 11 ^aôl J j^. 
iajljjj 4^111 3 jA jj*-* S-ût^J ^L-> ^l.la .3 ^3*3 3j ^ic. Jaj JJX jl u 

J-U*j ^jl3a»jll vJxill 3 j 3.W u. 4^£jikVI v jAijL-aiJl £a jC- L aaJI 

^j^Lûll ^gic ^_àj*Üll ^ A.,a j l iu a . 403^3 ^jxaII jjLollj Ai jUa oI^jV' ^$3 £J— 13 J ^ Ia $ . a 
( - vjAA^».ii' AaIUaJI AjiIaII 4ôUj!>U Aj331j1I 3jI 3 *!! Ja A.i< Î.'iaU jaiaI: ^jl3=k 3 Ü 

<') . jjtJi ^ fjJlîL s _^A 3 AJ 33 v-i )n l^C jLÂarkJ— il ja ^aÎa v_jl3aJI 


J 3 jjll u. u^ . Tv *A j 33 La£ 4-^ÜaII v j-ajL-a^J Ajjl3^^1l ^^jIj'ou— il ^3 jjljj]l >. ftl'if k j 

^caIa! A_ûl3^^1l ■ ** j\ s i ~v*‘i . .. N^l l âfcy, 4jl ^ »• rt ' »* > 0 \~~i -» « . à J jU. ^3 à , , ^1 A I l .à il . 0 V*< A « .*■ 1 

Jjjâl^l ^ic. ^£ 3^-1 IIixa Ijj j-iiA jL 5 Ûa 3jjj*j ^jjl jjjjll jl Ô] .jljâVl J ‘-ÜI^aII Ixjj Ia 
jC-Laa 3] jjj 33 j£] fcUâL clLil ^Uaj jjjjB silL jl£ l3j AajI^jI jC-Laa Aie 3l 3 H jl j^AJ 
jî 31 Îxa j« Aul^kjl jC-Uua J;jSu 33 jjli jll s _pa*J jl l a£ 4 AX j— ü ^ _^ill 3 jjj IjJ A nL.i 


( 2 ) 


.^jLjj 1 JS-aj ^p-VI ^j-axjJI >. n>1.aj 33 CjLuAiaJl o33xaa A— j— j^a A >V6 La ^ulo 


OJ^ slSftS 

J JSaj iill3j 4 " Ia Ax-J JjJAA kiJ ^lui ^-0 JJ Ajjja-i AlU." 3 A ^ 3 jill 

Aj A n rf*l jÜU jl jjXA 3jjA ^lj*i p3C- ^JA ^IjaJI dlljlji jA ALaL^ 3 jiil jj^Ajl jA*ÂÜJ 


'■'* Del I. Hawkins. David L Mothersbaugh (2010). Consumer Behavior: Building Marketing 
Strategy (1 l ûl ed.) New York. United States of America: McGraw-Hill Irwin pp.395, 396 
(2) Ibid. p396. 

.3 O^a w^L-i .(1984) Auj*J' aâH' 
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CaLS Cin . -i . ! AaS ^L-; \jl^i j! AaC-jJj CalalVi.J Jj^SLa]! f-iL . l^J^x Cala^ixa ^jC- 


(») 


,*! jj\.,\ i 1 ^ 'à l ! ». 1 ^jjl ga i 1 » y J,^*j \ lai ^ill •> j>i ^oSl*j AalL^JI 


-12k 


( _jjj^Sai] A_LA_u£ll]! A » > <l-il i ULlA.1 _ C- ^Jil! /j A <S j\..'\ l A » 1-t \ 1 Jjlj£j 


22c. Aie jn*A V Ail jaC j Aaâ^xaîl ^n'all! Calaia*J *ulj J jSall IÂA jl ^iau laa 

Cali^Sa Jja aIaI S II A -jn-v ll JS2-J Jj AjjljCk.^ j Aai^xal' Calax&ll £talj Aj^-a Aâlj ^jja^lall ^ja 
jj-ULill ^ jL^\ ôUuVl Cali^Sa j^ail jiâiila Ajîil J jjSI Ja-»J » jlJelj ûU^Vl 


I^Jjjja jjjju ^C- jJ^l ^ v-jlUiil ftljjjl Aa j jji cl_ < >^il ,jC. 

^ 33 j-i>û cl j-all A-ü Jjl VJ tl^g \}j AjDUJ! .jjLij ^ja ,*è^ll .^Ixfiil tl^j-ali ' Aia. 

^>iSÎ JS-aj_j SAjA^JI Calauial l .^i Igâa j£Sl AaJlaJl Cal VaaH aJLx ^^IxaII cl ^>*all ^je 
ûAA^a Aji'ÀC- ^yùzyA 1 ^jl£ 1À] LCaJ j ïo j— uall ^L-il'a Aj jlla o^axall Caladia]! 

jL'yA LaS * ^>11 a Aaùle Jjjlia JS»aJ £* 1ÂJ A_— al^ fc ^ .l i xa v. ft u a i ^i ^ 

^ . Jj^iall ^Aail ^Je Aâa jaS*l ju^flll ^Aai! ^Jj.^lll ^jlS 1ÂJ *£1 ^Ldl jp. ^^3 


dl^Vl Caü jL* Jc-Uj :üul J 


fl 11 . % . a jjA AJ L^ia ^j_^a JS ,jl Igic-lij^ ûI^jVI Cali^o JA*aj ILU-i l iâl*J 
^ jALai! jjjU]! Aàjxji ^aJ ^j^S-a JS jjIj AaâjS V jl Aijaua J^lS. ^ja Ca^lelüil ^ie v_ij*aÜ lâA 

.Aa^lall Cali<£J f U_âl 1 j*L \j 


Del I. Hawkins. David L Mothersbaugh. Op.cit. pp.397, 398. 
(2) Fabrice Clerfeuille. Op.cit, pp 119-122. 
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oIajVI ujÜjfLâ CiULaLUJ (. âj w^*) . 1 


ClLl >"j .J j}A Aie JV iiwiVl j^-aj j£l o jJil-i* 4jâ=ajLa ^]l J 3 — 3 3 II . _ u Jî 
£ >Ua A#\*J jl AjjL-f CAaJJjfc ( _>-Sjo jl ^_ifj ^ill j 4jli j£-i AjujUJ jJâJlj j-LUil aLÜ 
A^e jîil Cite j -a. ^- a l l ja iie ûI^jVIj AÜUlJl Cllll VumVI >- . ajUa") j£ai uilli ^ .ol^jVl 
A^çw^aJl Çjll LCU uVl j jlj^üll A^Jk ^ail CjUL^ImiVI j^l j jjd l j^- J -j^S-a J£J Ujj 
4 JU 2 V 1 ûi-iji JlxàVl Jaj ji 4 Aj— a j— aîJI Cili CiLSÎ^LJlj A j. i U . l l djLi£ _jL-Jl jjj j 4 Cil il) 

1 jl)j * r >.>» j*t j^ a » 4 s UoH l ic. je. 4 tUoll l l** si > 1 -C . f 'g 1 J . _^>a \ îô^l l j^ - JS Jya+Ja j 


: jM Jj^ j 


abJVI Csli CjLI 7>"u . il .. flj'wrt") :(2- 3) fâj JjJa 


ùLUi-V' 



^lik^l j,^Lall 

jjSJI 

C CCI Ll je. joidl 

j *> 1 ^je j' 1 » 

oUjVI ^ j-aw 

dil^aUail je jji*j]I 

dUjVI >—a 3-û 

aJüI 

US 4^1*11 ^jLS^US 

oUj^fl ^ 1 ^-iygj jlxjj 

JUil 

ûUjV' ^ a^a ja! 

ÂiSlj^l JUil j 

oUj^I P a-o 

AJâiS jjè 


Rephnted, from “Attitude Structure and Behavior”, by I Ajzen, 1989, p24'2 


^tViaI' oi^£ Cll.lüx_Jl je JJ4*J -uyi AjijxaJl CiUUu.Vl jl J jiaJl ja jjÇj 
j 3 ^j La IJlê 1$ aj.’w'i jxL ^iJl Cl La ^U-Jl q l$iLü£l > 1 » .^4j2 l$_La Ajl^Ul jjê Lal 40 jàjj .j-lc J 
AiaAl jlM jjljJl Ia^Ii ^lll oi-all .j^UL l$ie jV-ii—>VI U» llllê lillil 4ûjCUa jjê 
4 jl jiaCVl ujI^C-VU l$ie jixdl jCl AjUilil ACli^^ll CjLLÇuJ^I ClîiSj Sÿiiall ^j-aiL-aU 

ClljuCj A^iAill JlxiVl ijij v.flll-rw-ftl l$ia A Jailli JJC. ^le Jü-al La43 4cljijVl jl JlÜlll j 


'JP- 1 J ilAjjêj Aa^ll CjjLCa ej 4 V ilftll Citij-Ja 4 jjxil ASAa. j jj jl v _j-alsj Jla A^k^ll 
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fc-AixiJ J Lu JC. JjLj jll ^ J& Lft-û LA-ûJ ^üil 4-LàllH Aj£. ^-jLjbkJ*-V' 

£Ç— aj ( a^_uia3jj ^ -lo ^Jl ojLjÿtj 4i j*-o *ü^lxfij 23 Lu jl 

Ig'iK’k^Lo (Jé— ‘S h= 1 ^ J^C- ^jV«>'»«iV 1 Lui 4JJ^1 JjUjVl ÂjjIS^j) jl 4-^11*11 

. (jlijyi ôjLjj n >^>'il) j-IjjI j ^tULuJlj ^»uûaV' 

dLaJV^ uü^Lu JtLûj ^jà £ jHaII jjjUII .2 

£ tJa ^âl^Jl ^11 jlâiJlj I^.V.^aÎ Cj jlijj 1 $-jÎ jjC Ai>lc. cj|2 ©LxjV^ CjU^-u ^u*J 

v- Lnik ^JaJ^u £ j2Sl ^ ^Sl jjV^ r ^>-*J £ j2lull jailli ^2 _^-ij .iilÂl .©LauVl 

4 -k . Jn LuS «iÜ2j 4 ^j2j]I 4_iâAl t*jj 4-Lu aüÜ_o ^l^ji JÇ.un jl jIaj 


tlil j;ubl\ iaLuj! :( 1 -3)fâj JU- 



oI^jV^ '2A cLua. ^ jLx-uJl ^Jxjjl T j2j Je. 0jlj ûAj Ajâ^)*_a]l *L«s^1xa 1I *^Jl*-û ^ic. ^ - I .LU. 1 1 

4j£ ^L-j ^ Aj2] JjjSuj £ Lilalfc jjtul V jî Aj3_^*a t-llLu ^l*_u ^ic. Jj^J^ll J J^Lâ. J^u 

{j^ai^lall Jalfj j$\ £ j 2 j ^j£- ^jU 3 A 3 AjS^LuII «alxill AjJLsuo oL^jV* - 4 n» x 
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iUâialc. jjjjll jjUj *iljLJl Axjj iSj±iLLa Aj£jLu Lljj jx i LlilAÜxa J a^ Ja L 1-Ijj 

ü jj AaL s _ 5 iialc. ^jlAjkj jjb ^_1 C. L-iLJ ^^ixa jA j >*^-all ^jÀaIjJI dl^l^LuV' ^^Ic. ^ - i ift. 1 1 

.^ijXA Jl jjSLall Ajâ ^UjJ Ajfï 

dlâuVl CÀjjLa ^.>iall .3 

AÛC. ^llj A^.1 j jj£-a ^ J J^ - v ll j^ <S^i ïA-aa— ila oLoVl LliljjiLo J& jj£j j^ >• ; 1> J 

V La SjIc. jfü ojAll* .il ^L-Jl ^ Jjjbllj jjâ j^all ^aJ^j La Idlc. j±Sj\ LjUj^aII ^ Llll jiâu 

ji s— .£1x11 C- cllLojixa AJj jjJ uil jLJl j*iLu jJC. j^iL jJjhll j£»oJ j^ V-i^J t£C-^-ll 

jC-LLaII _ji LLil M'\ x .a l ) ^-ic. jj jl yjl£-olj ^oll J— aljxll j^» lAjjC-j ^jJI Jt=fcj j* 

AojUkJ jcLÎlû j LL'-IÜxaj j^Jjll 4 _ s -î^l 1Â] ^LLa < a . x\ . y^\ ^ jj C- LjIjjSLaII Lliji£ IÀ1 .^Sioll J 

jSLaj jal JC. A-ûLaj jaS’l s _-lc- dl'-iA jlâ A^jlc ^ jljj jl 1 g <LU. V AiSJ La A-jlt 

^9 :^Aj t»iljLill Uljjj jC-liLall 3 vAjIaSjxaII ^jxjjlia jjj pA > »«i.iV 1 j»A*J ^ il i..A£ l^jll ojLif^l 
i Jxâ J] ^jjj jî Jjâ jxàb jî Aj.L^ >.. iliin AjjI ^aII LjUI^jVI :*L*l*Jl <ja&j . 1 

iAjjljjll 3 jAÜI£ ûjA&I) ÇjÜaJJ Aa^LJ AjjI jxd) jC-Llallj LLlAflJxall A-a^jJ tô J^âll (j-^j .2 

SAxjlc. jx jj£V ^1 Xû ûlxjl jjjjll jjïLi *A_o*â'jlû LjLo^X. J jx jl l j]âj :ôIajV1 4 ju «i » .3 
al^jVl jj£j jl Lj1aÜx-J 1 jx! Aiaili»_o ja-xü j_Wjil j^J IôIajVI Aa^ljJjl .4 

JjLujj jjxjj ji A— u-i^ili . - L>j La ttiljL-Jlj j » V>ll A^jls ^Jal J j^*j^' (J-° jl Jfij— il ^'l 
LIjLoÜIxJI aUkJ jjbjll LjIaIxjI A^ï jJjl jli-J Aaa 3-J1 A >^^11 ojbj J jLxj ji C-ijLxjll 

iA— jâllall 


( 1 ) 


Del I. Hawkins. David L. Mothersbaugh. Op.cit. pp 398-400. 
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J-jl Jj'ui y tar.^ül l^lâj o\jp! y J\ «. ^ n*^j La Jyl.!* ^11 J <li\ ifll» a!\ L it .fi .5 

S4-SUJI 2uj^i Al â ji ol^VI 

JJC- dlljpj-aJ ^>*^1x0 JjiC- ÿ J-iLix ‘LS ‘* * 1 ^ ** 1 ^ -6 

^Laul jjSj pl jJ AÜijbtl ^ju-VI ia^dllj > i‘i «I l . i . >•% ^. 

l_u1 Luj y*i^i«J! Ja*j JjÎ ^jfLaj ^211 j ^—kal^oi] Ixij C u . % :4uÂâj^Jl . 7 

iA^C.lA‘i>yi jJjU-ali ^LLa l$i* y_Ü ^ûJl 

^jj*-aÜ]l <jC. y^*-} ^ ^] k J 4 x — 3 A^jJzà olaj!)U <-ojtiL*iJl k_ijl ^aJl J& ^(J-LlAll ■ 8 

4j ^ aj La £_a LaU— ùl jufÿ ôlauVl 42 ^JLilljj ulll AÜJCai' j jcLLaII 

. Ig-i3 jjjIjI! 3g — lj A3 jlxjVi L—iajl ^j-iLÜI 0jloj ^ >3*^4 

LjUUJI (j^laâ uLiâa^il 


^à ï4jjLo AA) yl l$J ^ytil 33*-° cAJ^lâill ^a^AlLaJl />-a AlAaJl A^k 

3aL^ ^j-ajL-aàJl lIi jlfljj j £ jjjj ^UJUj oj-ilfa Igllàjk^La j\ Ia flj V J ûJ^-o 

t*UiAÂll 4frV jJl iLiajJI diij -Üla! . La le- y L w— ca \ jÀ\ ig— sL§ 4-llaC 3*^? Lau» 


^Ullj 4 j-iU-o 3 ^--^ aaL^j V 3 ù\j&\ jbkii ^2 ( aaAlÀAil ôÂa a^jj .djlAlajVl jl 4 yilljj*yi 

^jjaSi J i. -i ô~‘' ô^frl— laII ^J*y^y ^j .i ■. \\ ô«H i ^»lAÜl»-)l a ^ j . Ai l >* >*v l ill Ir. - _ 4 W*< i 

. yllLk LkjV \ j^Liâ l '.i\\ .il) 3 ^jilUill ^j-a ^Ic. w_ij*üj! IÂA 3 ^U. ^j-Q 3 jLai ylliiJ .sJlllALajVlj 


( 1 ) 


Eva Mueller (n. d.) Consumer Attitudes Their Influence ou Forecasting Value (pp 149-1 SO). 
Retneved February 20 ûl , 2015, from Nber database: http //www nber.org/books/univéO-1 
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obi ç-Uj (j-wj! :JjVI JkA 


t ^ j ■ .» il l ' U— liLikJ ^ ^ i il N 4 \ il i ^«v 1 A»i»^x2 . . ~ i . ■ ' /à i l 4_J^C. j \ i* < 

djl jAl j jSj jl ^Ja.1 Ja .cIiIaIajVI j-iLij ^ iTn.^ Audài a l l y_iJL-iVlj clilj.lVl j«o IaAC- jjjLj 

A— jliull j-alixll <5 jlLa jfLaj ^^2 AajIj ojj^aj ^SJl cille ^ïj yja— ü Jl Aj oliLaj AjLâlj j-jLIII 


ûLajVl ‘ * *1 J A •** <1 <* ’ ■’^ÿ»**' -v l^_ol AZkJ^-jl j Uil J ^ m - y *' l" \ ^^v w** < \ <*\ \ ' ^ . .iVi J- ^i i^jSj 


S_j^Ija 11 ji£- jl t^lÎLo A Sj-il^a CjIjaS/I ôÂA yliil£» ç. 1 jm . AjjI ja] 1 jiC- j AjjI j-û]I 

Lo Jxijlj j-jSj J j AjV oI^jV' j *L j . j l iu J J jju-all ILSa IjliÜl filial i l^jli ijlmxuV^ 


. jjUfiJ! jaM i—llLuall IÂA ^5 J jlaJ clüil ^ ^ jü A u . iâ AjiâC- jjJ j A—jLj 2 jiajlâj 


O-W^' :Vji 


^UaII LajaC jjjxj jA j iA-^ofî AijjlaJ Ai^ail JAoJ JC- fie. J12u jjlill JA» J 
ij-Ul Aia^taJl CjIjUüI *^Ùa kja^V >^liâ j Jx A_ui jj]I UjLik. ^AVum^! jjjS j AijJLJ) 
At JmJI aIac. ji iAÀjiâjll 1$ )l)Vn AJu*_0 yl)l jL$_o j-jIaaJ s âjkjj]! t-l)l jlil^l jî jl^_o j\ ( *$jl jA3 

.v_jc-V yJS AjjA Aja^j AC.U-U v fc n-> Jjje-^lîl ^lâjl j t J diâjJl ( _ 5 i& AiLo*]! ^LaJ 

jl clo-iSü Aiaâjll ^jiÜI AjA^j AaLûC." AjL (jaLall (2003) (J-Jjjl S— ijj»j r- jls jS-ûJ c jL-aÜ.lj 

( ^-*-3 cillA^Sfl ji ftLuiVl j-ajL^iiw ^-0 AÜl jlo jl ^A2kj lia _5 yljlAa.V' 

.^Ul! 


.116 cil 5 . w ua ^j-a 4 Jjl** JA -AA jf®V .) ^>-V JJ ‘ Aj _>J-oV . J ^uij 

tAjj.V>^.>iVi . W wajjâll jLu ±\ J j ^Lill > nl\ >J : Jj j^iill dijau .^2003) Aj C. sAuIj 

.352^-3 .Aj*-oLaJI j!aÎ\ : 
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J AakjJ Lo 4 _lo£ l^rJa.^1 AA=kJ j]l aAo»J 1" :<ji Je (2005) ^ 5 -^ 1-aS 

2* jll 4 j\a»H ^Ull J ^j-û ^ nul 0) t " [çJL& 2^21 4. 4 .. ^al l jl 4_u-alâJl ^ja 

. ji ^ 1 2^ -* 4 ■ '» f> 4 _iaS ^ ^ i^aj^Lj l&j 4 ■ r. ^jji ^ j >-2 - -v n ^ 1 >-ip- \j w a >-v i i\i ^ j'o 1 1 g r~^ 


(jmUaII ujLjIm ^ : LiiÜ 

^“*:^JÎ> J ^lio 4*jjS f CjI C flû .k. 2 ) ^ i-Jjïil 4-J— illoll (^Jall A^Jau I 2?>V 

2j^ JJ 4AuiJl jl jl jâi ^-AJJJÜJ ^5-a*-)V' ^>)Uà21 ^j-alâj . 1 

‘ Jjl jl JÂ < J Ji ^ J^- 0 2 jJ J^ ^ AoLjaè! dlllA J Jj jl 

JjUj jl ^AeL^aJ ^>*12 Je ^ulfl-all £ Jl IÂA 2^> : Lf^ (J- iL1aD .2 

k^ùaàâ-Lû jl Jle <J^aM 4j3 2^ 2^ AjA^j JLaj V 2^3 

tliâjîl k _Jjj_5 A^k^j iJjljjiüJl >£ J) 1ÂA y. fl. ^2 :4 rtfrual l ujliL-k^l ^LLa .3 

klilç u^i% Vi IJ e 2^>2 2-^J ■ ig.a i . 2 jl IJj Jllj A-ojâ 2^ 2^ 4 jjI_2Lo CjUImm 

<v-v 1 1 jj 4_û— klll J ^ ^^*«1 1 j| l . >»U 2* ^ 4 \< \ 1 -v 1 1 (AjL!a»JIj 4 là l ^ j|ll 

k 4^Jâü21 vlî'iiL-uJl djULu 2^ 2* ai IgiL A.j.u»i.>ll CjI jjilâJl v i.An :AomÛ] 1 (j-iljJLa .4 

.4.2 jaII Aj 3 4 . 4 . ^2 1 Jjj ,»AC. j JoLk l$uâ J— ail Jj ^j-ojj 1^2 VJ 


SPSS 2"°lj_>J fl-lâa-J-j Ajli2all) £-» ^1421 : 0 UU -0 *L-aa^’l ) ^-«2 JjaII J-»!-*- ^ 

.27-25. ^_ya .^221 4_al*Jl ôjIaVI A^joj :4jJ^x 21 4£ia21 i ^jlLo .(1.^) 
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«JjLuj : lilLi 


^jJuLoJl jA ^j-lx-aJI Lai * s." j\ yi\\ j 3^*“^ \)>ll <j-LiLill jâl jJJ jl >. >>j 

Aki Jj-O ©jl-iC-j ^ ^ j]l ^ûajxll J^L^j ^ jl i^jJdL Lo «Jxdlj ^.lüL-idl 

A3Jj *Lx— a ^]] J A m US dlLall Loi *A— Aj 3 t_J^lla-oil j*. /ni « \] Jl £xoll ^j-luS ^J-l-o ^JjxUll ^£*1 

-—fl jjlâ ^ l^ol-iüd jj£j Lo IjJ UjjSj £uLii]l ^jaL j c'dacl Je- l$J J.13 ^5 JLo i^joLjaJI Si J 

Ai! ^j*-*u wo J -0 j^» jî&l .il jâVl A*-o ‘ 5 ii£lo jL\ ij-)Liio -l ^T u J ^ Lo 131 jî iAjjÜLo 


. J^2 wüj 


O-UIl fÜaikl :bul 


J 


^ :LaA j£-»J s"n% i^laül jjjj ^UsâVi Lo lill^ 

ÂLjiajj CIijIj (joLSll r^jLij ^lc 'jJjb dj^Jj ^1 c'LkiVi ^A I AaIVU a I I *UaÀVI .1 

,* lVu«.oH jjcLiLoJ! £- jj ’l^aàÎ *Lc. jjlo J^jI jC Jyj o-ilc ç Uaik V I o3a 0ÜJ J lg_j Jijlll JjSLûj 
AjiiisJI ç.1 jVI j je- LLdl jf- jjjajII S\ ±xi ïu*ÿ I ? 2 c. Jlo dj j-^ mit k j c^UJI 

SAli*_o A_uia3 Aad-i vIAaI^jI jlglâl AjC j]l ^ÙC. j\ 
j.}L-slûj iAJj^x-u l^j jJJjJl L>^? V ^iil A-alâHdl jjC- cLlaiwVl ,^A :3 jjÜaII fLk^Vl .2 
^1 jâVl j AJaa^-dl ^_fl jjIàJl J jÜLdl Jl* ^j-iUiilj «_ÜÎja 1I L^io ôjjj£ tUa^Vl oÂA 

AjjJ jdl AJLdlS» ju^ttll J^Vl ^ vli j-tmll ^wajL-a^ kiU3£ .^Ldll CjSj Aaâ jldl 


( 1 ) 


.30^0 i4_ixij 
-418^a i^L-j ja jJI -lit *— u\j 
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aLLÏlû JLûl£ 13 ] ^liuLull A-oa Aijjia Jl «Ülual fc^jaLÜll J_l3 J 3 

.Ajlal^l f»-ic. /jC. ^cjIàII joal^l IjxLlj icL— a&L-jl ^i cJul^JL f\ ÙJJ1 f\ A j .- ^vv . * i 


^jjjjil ujlibl^j! (j^Lfl UUÎluil mÜXftfl 


iflc- ,J£2 Lj ..jjlj^ll JjUilajl ( ^Ac s — fi_^julil ^Uull ^3 ^ 

.a-JI^aII jx ^Uxll ^ l.g xojâJS 


^UUttl o-Lâ <j> :Vji 


^JA ^JJ dip. 4-làa!iU : .lai CjULajYI ^ ^oAâH— aII j j-all g-l 3^ ^j-o 

jjC, ^1 jJuLu cl 3— : \S AaS^LJI iaLaj^lj dlLfclajVI ^llniuil l^JDLâ 

AjjC. j-Ja 3AJ AÜÎ j Jlc ^ic- iâa^Lftll J^aj ,jl Lg_L j iAj_^2u ^î 4 _dl ÂAj^Ioj jl 4 _^U A 

aIcxaII LlÙlALall c_uJLJ ^jAJajj AjC^i]l «^J^aall L-a)l .lai S l ^ •y'Vn . . i l ^^Hll uLiLklaj^U 
clili^SLo j jUjI ^_gic. i—Ajai]! ^2 xLu li ua ‘UialL-iVI lÜjI jliiâV 1 3 jjSjoll klalcLoa^ 

fJJ JjLuL-il ù\ùc\ jauiIi <_£ÜI ^lÀil jjjüil «iil 3 £ 2aJ LûS, ïj^Vi i al '*» /\ 3 *v i 

^ j-Ja^x ^1 3I A_-a.iâ 3Î Ajti — j ^aj (A^jlAlajl ^Ic- *-j_^xjll J^jL^II > ^ <J) 0 3 - ■' ' ■ 1 ^ j ^ 3J 


0 ) 2 


. Â-a jIÂaII jjC- 3 4 a 3^1 *dluiVI J>-û ^Jc- JjLuluiVI 0 jUu—il ^ jlaj j 


tiâ 3 JÜ $a.i j l^ji jjC. lÜjIa lajV I J 3a cliLû3ix-« ^\c. J 3— aaJl .ja 4a] ô . ia II 42 âa!ilAll s j£aj 
jj£jall clAc-Laa 3I aLIa-JL I^JIjjImiI ,j£-ûj i*Üaa,!Xcl] ^jï x JalâJ ^Ijjj V 3 I j. u »a 


^A_^C.LiA3 ç^AjlSjl J^C. CjL«31*-o c l d*i& 1 3 A.'uji a .—àâl^ ^2 .^*ii ^jj^jLiAil /^a »__ilLaJ3 


. 229 - 227^-3 ^_>-3 ^a JA ioa-o 
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4.. <U x SJ I ^»AC jl Jj :^ull s>5 ic. jJ»JJ -13 UluJ j£J 4v_Âal jdl -ilij Juu i-fl j — n"il l ^^jIaIAsiu— il j 

JS-1 Ja AûûjLa —jljluC aIacL jluJU— Jli c J>Ul L— ajl jSuU *iiiü .AjjI jjl JJC —jIaI^jVI JC. 
^_Jc. JjSjL2uaJl Auâ J— aauj 4 Au^uJl —jlù jSlaJI Juaj £u— al j>ï Ja— u /.n-t i " Jàl ja juC." j "Jâl ja" 
Jjîiàl jj ' jjl£ IÂ] 3 a— J l n Laua Àa-ai jj— j viüij «ial jaJI ^ac ja Aaâl jaJI a_— ajâ 

Aul^VI ^ ^ 1 — n.ij f) AAtabul Je. !ülx3 juxj v. n>.all jl£ IÂ] La AÀj^ca jSaj LaS . ^juSaJI jl ©A—J 
Ali— I ^]c Aiâl jaJI ^ .«jjj SAjjI ja jjC ^jilj AujIja CjIaISj AÜ- »VI AC-lu— aj 4 jjuuj J jA 

^ . aL— oaJI jSuull Ail— l ^Jc y juSxllj ^IjaJI JS—JI 

JjULaJV' çr^ * j~-Luail q m^Àa ! I :UjIj 

AjjJkV'j AüJ VI AaoJaJ 1*JJ olukuYI ^j-Ua ^ I^aIaSu— > I jSaj jjlll ^joujlLall aa*uj 
4£jL— JSL— j jÜL— a uulÀ Aji,»i cAojjjjj 4 Aul— a j dijlSI CjUUjÜ Aauja <■_ 1 — >. ^1 4Ajj\KaJI 

djlt JAN ^ J] f-aü ^ j 43 j-uIjaJI ^jIÂJI jjjâjJI ^ujILi JuIaL^uYI ^-Ul 

Au— oLk Jja. aJjAuJI CjLL^u— i V' Ja A AC Auajuj La] -ka3 ûA^I j Au— alik ^uâj ^^uJI ^j-jjUaJI : Au— uj j 
^■ u jlL aîl *Au— alâJl oAA ^âl jj AjAJkui Aj A AC ^j3 Ja £ jAua J— i ^1 ArLi— b jl ^jJuiiJl J^a 0 A 2 J j 
Aja u j ^_wajl — a% S AC J ja. AjÛj Ja AlûJk. ^lc AaU*J ^^ull ûAAxuaJI ^juaj l— gÿll AukjJÜail 
^ul! A * -a -> a I I jl AujjSjuJI ^jujjliaJl jl ‘La Au— a'Jk. ejluC- JS Juaj J n-v ; oA— Jl Au».jAua djl jluC- 
Jla — j3j]I ■' Q*' <Jlil juiuull Ju AC j^u— | _jwLiâ ^Jc. ^■A'*^^'*’ j AjausLI Ju JjSI ^j-uâj 

.Auc Lal>VI AiJalJ ^S jJl ^luloll 


.119-116.^3 ^>-a i JjL-i ^ja .—JjiaV .)^>-VjJ 4 4l>JiaV 
412-372 .^wa ^j-a ijjl— i ^ j-o Ja 3. ji' ajc ALulu 
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Ajtxda ^j-0 vjloJ a.lxJ \ jàj jLiaII ^ULJl jUÜ.1 uJau^J 

^jfLaj J^\ J^l^aJl > _p»xj ajl— ai. J ,j-ujI£ûJ 1 £-l^jlj »— *a.LÎI <J ^*3 

^^jlàjJI p iA\ (J-jLiAaII •’-ap'Xa ^£Ju : Le I^aAI L j-ujlLi]l ^jjj jLu^U l$J -iL-ija— iVI 

^ j 4 . 4 ô . /m ^j., ^| l ^ J -y; «I l ,y^ÿ >* i~. >1 1 4 \‘ . J ^ \fi Aj)\jf*)l\ ^ If"- 

jjLill v^jlilnll (^-4^ aL*u_^ ^ jlo sIajjSjj v-jj)lK^ll ^bül ^ jImlq j djULull 

<>jû icliULnJl ^bLdl Sjljl j frliil £ijla]l «Jliâ^ll j A. il&il l lIjI jIjjc.1 £-*j I3-0I .. 1 : vl x J 

4 »âLja] SwlA-JI '—il AA N J^o^llj diULnll 4 -^JLca] 4 ^al A^-uJ jjLdl >— S^-iLÜI 

^ .^LioJ' ^gà Ajâl£l\ Ajâl^uail J ^£11 A^jA 1 


a^.jj1aJ1 ^j-luILJI ^j-o yb j « Likert » ^-jUa-û ^IaîJL- il ^jîLu A*_nia] jiâiJL 

Ciia. uill jA'JMj L-ajlIj CjIaI^jV^ ^J-bÜ Lc.^ul jjfîl ^j-0 J-UXJ J ûAA*1a]I ^ajL-aikll 

4 _i. jAlû j ô.H*_a cliljbâ. k _ 5 ic- Auial y. Aa.jA ^>A^J ^jl Aila-J ■_ lll-nj 

o' ^>“4^® y i^^cLu-l jl ^ .»uL ft Â i^^ib ^ ^£A jâ ^J-lbLi Joj ULûJ J^âl^û JJC- J) bjl_OJ 

Ab^ <iaij j ,_£A«aj Ig jlc >-J_ < >*Ii]l c_j ^HxaII oI^jVI oA^J Ixjj v _^— il Ju-i jl 


I^l ya]\ JSwJl ^-à LaS Lg_L a JaÜâ A^.1 j jLuikl ^1 J~^ï 3 * 1^-o-iC- l j-a olajVI 


. 415 - 414 ^-a W wa c 4 — ij J-J' 
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O-ULÜI jl ^ J ^ÂII ja* 2I ^l.vS/xJ £ jLü :(2~ 3) ^âj JLJj 




J*'>» j* 

3 2 

1 0 

Ji!>* U ^ 

2- 3- 

<**'>• jA 

5 

4 3 

2 1 


jàl^* 

j-p 

4 

3 2 

1 


.2003 t ( _^- j . t2j v—ijja i^ùaj^âJI jLlÎ±I j tjihkjll j ^uiLêJI 4 11 ILJ JLi '. 4 


.372^ 

.Luwjj jl LjJjâ Loi SaJo]I ^3 >. flLrkj IaAC. ^LLoJl clil^ jA ^jxtuJaj ^jLoJ 4 JîL*ill ^j-o 

AJaiill ^ '. J -»> ïLo ^Li^Jl 4 jLIÜ ^-ic- j jll jl ^û^iSl AA*JI jUlkl -Lcoxj 

t_$l ^.^jil Ji^xll l^lo aLi^JI a^.jj V Lolu ^Ajâll ^ j^Sil 4lL^. ^ ^LxioJI .isbkjA Aj^LiJI 
^Jjâll £ jJÜil £-LjjI ^*-L=kJ--u 4j'l jjC c^I ^-o JJC- ^1 ^1 _^-o Loi s _ 5 -ic. JLs_j^J-oll ^aC-jJ 

A>üxu3 . AjI VL^ VI oAjUi ^i 4»J1 j1^jaJI AAC Loi .AjUUjI JjC- 43 Aj j j ia lll 4— aji v2j^_aa 1I cUaC-^ 


v2j^o £ jl jjj A3 cliÂÎ c^jjj Jj3 43 Aj 0 jiLOJ j A^àjjua j ^ 33 -Lül 4*.uia ^^ic. Lfc jul^l 


>* 1 . .iV 1 Sa Jh J)j-o^)j j J, 


O - 1 1 




(0) Jl* (2) J) (2-) 


L>° J (3) ^ 4jAUiJl 4jaAill j\ Sij-k) (5) J] (1) Loi 


.aLi^JI 4^aAj 
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(JmULa A j ^ Y) jiab : lilILÎj 

:^V' iJîLiM ^ Lo£ l^- lA o Ti j£-oj kijl ^labil jx aac ^lc « Likert » u*jLLj clb ^ 


^.ajl ftb) f LL iLijJai :(3 — 3) fâ j JS-- 

| oy-1 al>jif\ ^>-Li fbi-i jÂil 



£ yJa yc AL-alajl j Abl jb' jjê j Aul^xll Aj' jLiull jo «b-lu <UuL 



J j 2 j! .'nyi tÂb jjll JjLu^-all jb j-vi«U ULaJ jjfjbla j! jÀV' j* ÂjjC. ^3] Ajl jli«Jl sb A%j 
:^IjB j-L -^1 (J ic. »jLc Jü <bl>'i..il aa%j 

o.lb jil yc Jkà\ y ùJlïk-a jîl ya J&. oJuij jâ! jj C. 

(5) (4) '(3) (2) ' (1) 

i 

_£) 0 ) ( 0 ) SU SU 




A .^îàVixll 3 AjILlI' nAjI%jA 1I ju jjla'iN ^jlc. ajjUl ■■»-> jo ^Ja&\ bl jL*Jl jjâ 

j^a. jj]l ». | ^2 Alijtü» Aa jJj ^LüJ > _ 5 Aj^ - 1)1 jL*J 1 •! » A— \ ■ >5 j Jic Aj'wiLb'^J 





Aa~i’i\ jLûil) ^3 < Vi«'l ^Jl l ^ >a'i’*i j l ^ <i**i^*î i.** il ^j). iw ]\ AjIjjj ai 

Ax.V-fklu^It kJjl j\jx31 ^gi ^LLall J ^“.il jiB 




<ja Ajj j ^ Al *i.-i--^ J s'.il nH j AÜÂJl A Ljai^Âiftii Jj\2 «bljLuil >' » ;•'« - ■ >2 

UjjC. Ajilc. A^jAj iafjjd V J* A— jLs wic jj U ^üjSj V \^j\ ÂbL^^J/l bl jlniV' 





^J 1 jjil tm ÿ*jy JlLj bl jLatîl JJC. i _ ? 3c. Lj_ax*iâl 3 ^Ai'.^a J SI ^>» 

^ Aaj\ .k-kH >3 jl AjIÜI AjIaL^jI je a_3J*bl j Aj «L^IàJ' Âbl^ill 

a jLe J£i A^âllj JS£ Âb*3l blAlaJl b— jb ^21 .J-ajllS 



269 u-> 4 2003 .£ .«Lj wJj _ pa _>» .^JajyiJI jLu±lj Jjli 'lit j >-Lij7/ c_a/L,/ :Jjjj^uJI j- 


•bl jLaxII vj-“ *^ C ' Ajajj Vjl J jl^-j : Lo ^ Lb djl J!Lojj fc tj* 0 

jjj£ LiAAC. 2 j 3^J J LaS A^_Ja\ j JjjSj *■. ^>J J ^j-ajl—ai^lJ AjjI^aJI j^Ôj AjjI^aII 

(JLiblaj— jV *JjIAj » blÂ uJLLall bil=w jA *lb Lû\j i jj£Î ji o jUc 50 {jJ] J-aj A3 bfuù 

ôAjl jil bll jLxll Ajiüj lîkilij f 3 AJ Lobj ÏAial ^aII ^AC 3 jjl^. jA ^£au AjjI ya Jlt j Ajjl ya 

jjj 3 % fa. ll < ll ax Abc. < _ g ic ^Aj-û jlxibl j* sbljl %*i . dV 1 JaJ— U jjli*!b f^L-LJ ^jlll jl 
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<jSl.ina.ail j JjLÜII a^jj c. % — £ ^il LJ j fi) Luà sbjà 20 j 15 £ jIjjj .la jatUill 

i— i L u % . i A—i^lâ. 0 f 1 jji.1 J ï Aj— illûJl AjjL-ai.V 1 dîl jLüV ^ f -lü*-uJl 31 LLJI 

3 j Le JÜ \ ^ ^jJl ^Jü CjLkjûJl ^ <a>i pjSù sLjv AjJLa^k)/l A^jjil 

.AjJ^a jjê jl AjjI ya ^IAaL^j! Jlaj >.*n^ Jy AolLa^Vl A^j-Jl 

(jjjjll ujUI^jI ^jà ‘La.iâi] ^jIaJ j$iia3l jji Jol^L :dJLÜl ^.•v^U 

>..- a . m _^oi 1*31 3 Ï Jjâ I gjl e f^v . Tkl l <*-i^aLj jjê LjLoAiil .jl ^Jl Lajkj J^lj < 3 ^ 

4jJ yc CjIjjjU ^Lj^j Aj^i^alaJl 3 c *. LÂVill 3-lj^ j ÂiLjI ai ^.iLall j$-ixaJl jjJ ^jL tiliÜj 
CjLa.liü AauSj ^ jg in ^11 3 a Ji ^_le La la. ^Jl LaJ J -Lalxj jjâ.S?l ILa .^jjj^îl ^ic. 

tAjS^LJl CJc^ilj jC-Lioilj jlSftl Ajî jjJ Aj-iLaJ) v—sjl^aJl Lai iA-aJLkJl La-ijal AuJÜl 

A^-u-j^a 3 C.J A— iô ^jIaII jgJiail 3 e - ^ 5 -^ fnfol l *21 )LjY LaL I ^jLaîl j^Jâ-ail jjLu j 

l$-«Aâ ^lil ^ Lbûll 1 . fll: . L ..a ^1 v^i^xall lil J^La_j ^ 31— 4 Lax 0) . La 31 e A-aliJl 

l^jujiaj f$3LL3lj JjâY 1 CjLi^L-i ^ ^J)Lail j$_ixall clJjJjb ^.i^xiil ^jjaakLJl 

.ILSjUljA^lxil iAjâja^l 


(1 ^ Ingrid Y. lin (2004). Evaluating a Servicescape The Effect of Cognition and Emotion. Journal 
of Hospitality Management, 23, 163-178. 
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Jl jâSU CiLLahluiVi j^ÜaII jlib £ jIaj : JjSM liÜaaÜ 


4 j— liiil j*l^*JI ^ ^jLoll «-Isljxib j^uuSjI y- jLaill i _^a*j ^ Jjjj^hll .. ^"i> ' 

.4j]l^ûil ^-alixil ^ l^-^xyli j£oj jîLîu * dllâi I ajV I 1 ^ ’’ .^. Jn jjjjÜ 

Kotler jr Jjaj :Vjl 

jb ^l j-ill iil^LJl ^Ic. ^jLûli jjjb 4 aii£ J 3 I— u ^Ic. (Kotler. 1973/74) ^-ilaJ 

• ^\| ^. a II J< I l 4 1 . >» ■■ 1 1 4 m„i ^jjlj 4\...1 ..i In Vi . .> < ^ ^Lal! j^jxcjl 


fi jJJI J j jLaJI jj k « H aJsj\ jll 4 \\y ail 4 LatluiH £Jja 1 :(4 - 3) ^âj 



Adapted, frornr. “Atmospkcrics as a marketing tool", by Ph. Kotler, 1973/74, Journal of 

retaûing , 49(4), p54. 


lg.AA> ^i jl 4- ix - i jI a dijlS fri j~j 4x-l^ ^JjLoil j^Aâ^ll t j£-lll jjli 

1 ^I&jVI aljajVI ^jlj 4£1 ji J Jalâ 4,\i».* vJjjLk.La vill jjL jjj jll f .4-aA^Jl ^.iLa 

4jJL^ j .ijill kliLa^ia-a j$ sxa\\ 4SjJuJI 4j— jJI Cj^Lk^aJI .illj jj 3^ . Jâlil^VI j 4j^jull 

.frlj^Jl A-JLojjJ ^ Aijj j 4l.I*-*Jl 44jl.ia.jll 4llaJl j »JjLajl*_dl j£-0J JIjUj .4jjl^>^ll 

^_ÿlc- jJj ^ 3 '^J^!b ^1 j-ill ciljl— Jl jjjjJ ^jjLoll j^Jâ^JI jl (kotler. 1973/74) ^Sji 
ij'jîVl Jlxa r’uJ jfL*u «l^AM ;jl*J iaJ-»j£ ^AaII j$ J oaII f jâJ V jl : ^ j JàS f l 


JaJ— i jS; ^jLall j$jxoJl ^jL iUjlj _pS\ CjL-uüjaII jjj 4 -*-u«3a 11 jl jJ V i 4 £j%"ixiII iJLil jL^VI J 
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J frlxal l vJ— al jjj k J^iLurk-Jl 3 ^jjoJl^Jl /)j\j jll < jC- *L-*— jpdl l$4 31*4 3 <Jl—j 

JJJ-û JJ4A4 i J4I43II4 1 ^-oIaÎaI o yx ^i M kA— u-ijpill i_j^C j^ll j j^ _q. -^ JLj ^jloll 

3!"* \ 1 . .1 3^ ^^U]l 33 l-i^l l ^ q£j klîlllj * 4 «.*1 A 1 1 'if 3 I 1 * 1^ 1 ViC. 4 j^yyll jti/i J^q -h ^ *1^ « 4 J 

^jl 30 (J^!u ^aL-ü ^211 j •kLiaC- Jltâl ^3^33 iJjjLml * 47 kl t ^i-îLi-o JS-iu k jâ-^j j 3444 J n% 
cl 3L- ^gJl Aj£ 3L-JI Ljl^iJl v _ s ie ^C-l— »J 3-Q Jal*£ o J3J1 3C *>U-tfa2 C.I3AII AjilairJ 

•^ u 


Mehrabian & Rtis.se/ jr j>aj :Lilj 


jj>ialj ^P^l 3**iiil claie. 3 * ^a 3 1974 ^Ic. «Mehrabina & Russcl» ^li 
J£-^ü ^ 31-111 ^.ilaJl «S-O-R» AjI >u ,V 1-^1 (jil 5 >J!“ jAftll" 

I^I^aII ,J^-lll la£ jaSÎ »iI12 ^4-^334 3^-aJ .^jl^ 3II s—ül^ll ^Ic. 344^ 


S-O-R Aj^i\-^) ùSl£Ü- :(5 - 3 )fi j Ji-i 

T=C I * 


Stiimih- jj1*H 



Adapted, fom “Store Atmosphère An Environm entai Psychology Approach’’ by RJ Donovan 
and J. R. Rossiter. 1982, Journal ofretailing ; 55(1), spring, p42. 


AjUjI l^J j^Sj ^2J1 3 jI*jjV 1 3I *— jl jjiVl loi vJjblaJL-jVl *ji £ j 3-aill lÂA >L-j 

a£jU» U 3SI ^0 -Iijjjj ^1 3 Aiull (jI*jjV1) £ 33^1 jl 1-^1° djül ^5-2 A4C.3JI :4__ijl 32k 

<jl 2^04 ^^jil 3 (k_jl jjSVI) Aiull v-flUa&l.il 3 J 3>’>11 ^l^auL-iVl 3 I Aiè^il \ ,JSLij cV 3 II 
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^Jx-al joli *UC- j]l fxSLa A^Jajiu Ld J* j ^-l<d .jia^jaLM j i* ^ llL -Lsj JJ 

J— a ' >111 JjjiVl jL-q JaLj ji JjjikV* £-« Jc-lÜlil ujlilaV JjUaS AjjJI ^jjkVi 

Ai'iX- V 1 j\ (k_jl jÜâV^ *^J-i J JLj £a -LjjjJ 3 

JLÎ1 JliS) ûJLjj AiUia] *1 >£11 Sjl&Y JJjaiL Jajj>j Jjl >îL&J o2Aj Lia>ll j 

-AjûIaII AluJi ^ iJliÜjllj 

4-XujLüI AjÂialc. kl>VL *L£&J Jjljj (jLHjV) ji 4-jljjSVI) LiLlVLaV) oL j! Liai ^ÿajlL 

j c Lluj'^ - *L2a]l :^j **«PAD » jx^twaIL u_àj * j L ^ j LL te S.iaLia Jj&j j 

SjIjN/1 ^JC.— ojIjV^ jl 4^ux*- 4 ^t filiua 4 k _L*aâl AjL Jjill 1 $j3 >*_£ j 4_a.j.dl jj-iu 

£*>ûaiM ~ S ji aj Mt l l tiaL2ull 4* ÜâLH i j : i 4V\H 4>^LaJL J>àll l$uâ >x-L Ji' **•>» J) j ' .’■ i 

.Juxa 4 L J^ J* i4j r ^^~wL Ajl .ijâll 4 j9 >*_2u ^111 ^AaJI ^Jl jj-Îü 

.^jLJl j$ La\1 j— aLic j CjIjjUI *L j)avai L jjAj «Lui .la. jll «JjLlaiLiM _£Ijj 

L>>* J J C^^luJ! Ja^Ju L jl CilL ^L-Jl A.U*ÜJ vljljjlail ^jLi £JjL (illÀ] 

-Ij-iail i^^aALdl 4^3 jLdl jjC J£ AjI. 1^11 J^inTi i .Ijtolll j 4jl.laJl >a ^J-lLül jgJxoH 4 ^.j.1j 

. aLuSI ^3 jjJLll 3 **-£j^dl ij^3 >-ajL-aâJl jl >— oLjlII 33C jA .LLlill Liu jlLJl JJC- 3 
tAjlAaJl) ^JLJI j] 0 jl2V! ^-0 a jLLa Ja^JI iaJJJJ J ^pajoL 

jC - LL ^jiaàLâÂAll ^2m]l ^juj Liu ^j-iLaJl > jjàV'ilL jxA . 1 Jjüi ^.^•kll 4*La.'Lû]l 

<ljl >"u»il ^ 3^)âll ^jAajl.^- 1 ^ AjjLV^ ClLLu^l ô 3A ia— J JJJ . ^Llll ^^Üa. jl <al^>ll 4c-j^JI 

Ljj kl)LjLua]l J-oa Jlilijjâ -la^J ^1 î4ja.jlâJl kl)L^l*_oli 


(*) 


PAD: Pleasure-displeasure, Arousal-nonarousal, Dominance-submissiveness. 
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S jlül Jâl J^Sj 4-ojXall JJC- CjI jjlull jjSI J) Jxûj ^Ül jA-kiill J il JjS JS aIjjIaI 


a ^ A» 1 1 j 


B i tuer :Ij]Ij 

Jjjhil A.«.^)a J kAx. jj ^ic j JtLvill 1 } jà £ j yù (Bîtlier. 1992) C-LaJB 

.^Jl^all JS-UI Aj*_Ja^j Lül* JillJl Aj^A^ Jjloil AjÀjSj 


A-4.1ÜI CjL-LmjJ^ tjk I A»"t, ., A— Aj s\ »\\ A_AjJ| ujlâ>L& ^ ijAJ : (6 -3) fâ J JfL*i 


djLJl Ajliill] ÛjLl. Vu ^ V l A î L m i^II Aalül A_mll A uj dl Jbu*ÿ' 



Adcipted, from\ “Servicescapes the impact of physical surroundings on customers and 
employées”, by M J Bitner, 1992, Journal of Marketing, 56(apnl), p60 


JSCj ^JjLall j glâ ^ vl l düu\ j— aLiCj CjIj jS^a A nnll CjI jjjaII lilial iJS-ill j* 


CjIa*JI ^-A j iajl—jj jjC. (jSJ l^jjlljl! j ^jjLalaJl Cj1jIVu.iI /^a (JS ^Jjljîl | Cj] ^JIaV 
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j ililjl j slAA yx JJ\ v!jIj1 >"u J . jl jâVl tâllljV Aj j uaÂj jJ) 

Axjj b 3 k. Ai- ua i nJjl-lÜx-o ^jSol ^3 jg-iàj ^jàjzua .Ixj illLjl >"uuV 1 jAxiaÜj 

£s_l2u11j ^ vIAaIajVIj jxJl ^ Ja«uj 

v_jl jSlVl sil 3L- j$2âj n~v A...u£ç. jl wii^L-Jl ilibl Vu J 

^Jâü Lciu ^Ig-clb ^Lïllj fljaîV l 3 (Jjial o-L«J c-UjJIj <— u- j j-o «■ — fl\ ..i^TuJ t^LodiV^ 

JcliSll ^J] ^LJl ^A Ay\^ \ i-jljiSVl UjljS jL-> ^_>-£Cr jIxIjVI til ^L j 


.^■Ivll *tfil! cbjl JaLalxJl 3 ,jjljjll ^C-Uua-Vi 


Wagner £J>*j :bul j 


tablai ^jloll ^ ajlsji ^ JÜal 2000 « Wagner » j J) U j-iî 3 


L-aji AjiLoaJ\ ^uall ^\c. j£jj Jjli 4-bi3 ^JLoaJ' s-J ulail 

.^]l3^ Lo£ 4lïu-JI £ ibüll 1 $j 1J v-ljjLil l^-Miâj jjjhil AjîAj iâliS^Vl 


ù\ jâV^ U jojÜ j j j ^ aH ijU Avll A Ajftll £ j 3 AJ :(7 “3)fâj J^-wi 



Adapted, frora The Relationship between Servicescapes and Customer Post-Purchase 
Behaviour, by A. P M. Perrone, 2009, p 50 
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JjjlAafcTuJ ^5 AjjIÂÎ) /jjj jjaj ^Âj^ill ^jl jj£2ill J>o 

( a t i Ax- alll AjiLtt^,] ùjlâj f-lLj j^JoaII j*-atic« ^ 4^C> yJa yzW j 

4 1 «v -> \ \ J 4 <I~w i \\1 AjjLûll 4 \ ». ',\ 1 J^û 4 I ^ .'"| l^y j AjjLaXaÜ 4 . ..V’^ U j ^aLû]I ->•* aU 

^jlla Ala*JjJ ll^Jjj^Jj l^C-ljây jl jaJIj ^AjaiII ^Ajjj .^jbkj) J-olxS AjJIasJI A^aiÜI ôjUjC.1 j 
sj-^J Oftlxiaj Jwq Aj*c 2 *J) j-ualiaJl j LajIj^jj \ $ $ jL2ü A- ail a> 1I jx-auxll jLuljI 
JJ JJ . _^ua'uc Jja 0-l^.j çJjJAjJ Â^Uj I JJJ*. Jjjbi ^iAx^xJ jxuallc- ^J] i£ti] AÂj^jj 

J£JL aAjxa bjul %"i . J aJjj ^ S, ‘ jjSjaII j *liill a fc a I a kbjl-i^ jll büj ^ ja -> ,o 

paâ IajjAj JJ JJ J AaIaII ^ Ajbolû Ajj\Ai.j CjLlaluJ l jC- !>Lia3 >.. fl û . wr*il l j bjl Aâla-dl 

^JaI jxll Jl« iau-jJJ »-jl jJâVl ^ A.li.Ab*> Aj£ j1—j djbl.Vu.il IaAxj jg IVal 

... Uâl^àuaJ' ^a"i>a 11 AâlS Jja AjIoja-aÎI jaii Aibja] Ajâl jC. jajaII 

Daucé & Rieunier ^jj-û :L-i^Iâ 

jjjtll JJ bliluil j ijjîill J^l je. jjA (Kotler. 1973) jjS' Suuÿ\ J& IaUjc. 1 
‘U-ij Ja-ii-o ^uAlia jaj (Daucé, Rieunier. 2002) ?±a i(Bitner.l992) A bxjL ^jÂil ^ jlâill 

jj LaS Jjjji! dj'ubklxJ Je. ^jLail jja-ail jjjb £ j2c J UjlâlxJal £-a ^J ^!L q 
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(jjjjll j jLaII jj jb :(3~8) fâ j Jl« 



Adapted, firom “le marketing sensoriel du point de vente", by B Daucé and S. Rieunier, 2002, 
Recherches et Applications en Marketing, 17(4), p.49. 


clil jjjlIoJI jjjb (Jla ^ Ijuû jLJl J Ajlâ.1^11 1 jjiLlj (CjLjj— aJl jjJl 

4u3j*-all IgjjJtJ i^jiikl^ll uÿ\ j\ Jâak^Ü LS i el)ljl^L-iV I ^ JJ ^ ^5-lc. 


J J) JImU Ia« ^3 gJ-lLoil ,J*1 jC- JJjlll j Liajl JlûJ j 


^JSLij jjUj -B liljL-Jl J j JoLià j *U— aâla ^ll3 jll v _jaâLj jf- à Xl\,,\A jiC. klAjl y 1 * 4 $ 1 


.«ükli wiljl y'u.*I 1 ^JikJLu j-ilxa JJC ji j-ili-o 


j j m ll l ^jlÜ^Ull J-iaa ^ill j Aoâja-all «UiVumVI ^1] <jiâ.l^ll vli’ul >1 *» i V I i&JJ 


Aj3j*^11 AjIaxII J*Jaâî k^jS « Inférence » J j <r évocation » J.^xrS^IL U jjh 


^jU-all j fc>. fl/uAiN ilil Ji^ix-al' ^jc. V Jj i^jLdl j^Ja-Jl vJjIjjjaI ^_ua jjijJI Aie 
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dljLJl :JJ 4 j£ J-JI CiLI^umÎYI £ Jjj Lalu .SjIjV^j AjtlJI ^ 4Aj)àaJI AjlâoJVlj 

JJ Ail-aJ J A£^ 4J^g— j _3 4e j û_^J ilJâJb 4 lu a "i JIaj j 

vIjUjl^Lûil 4£- J-ld' ^ 1JL vJxaIj ^^31 3jJl ^-o j v.*,^ iH 

4 3-i>a. J 3*1 ^xJ' jvu ^2 .aJ^xl' 4 jjj 4jjI jJJI Ujill 1g \i^) b) Jl Ij^'ij ilfrJJUjiaj 
Ü-#3^ 3^ Jl' <— SjJâ^J 4jiâjAl! 3*1>*-Ï'j 4jC.Uia.Y'j 4_wai_jJI 3*l_>*-3' 4 j1>"i*.i3Ü 


jluiwl JJ oû^Üj 4jjI 4 ^ > -ü J 


Je- ^ 3_3l jjI : JluS uiÜxâfl 


4 l$ülâ=k >L*»j ji LJâaJ Igj e jajjLâIU 4o1^jV^ dili jjb 4aii£» JJ Jl — j £-Ja y> ^ liâ Jaj 

{ jc~ j.u«lll J 4 _j£I jjl Jl*âl ù jJ J 4ii^^Lo jl CjI ,\ï\x a!1 lt jc. JJjfc ilU U âjj»_a pl^-i 

.dijii-ji ji y ji s jc. j j u^h 4jS^L-ji yji y yc^jjj 4_n4j ji*ü -j-^j jeLyy 

jbj yi ! t4jy— y y-» j 4 jji ^ie j 4_iii j-a ji ^3 y J3iî. y*j 

jj£j uIjIjI Vu^Y! ai* jlj UjlAa.j 4 luâ^a-o ^$.iL3l jjxdl jIxjV Jj j iJ.Vuuj 4— J 3 

■JjIjI >3» J ]*i»«i jlj Jj 3 Jlw y 'y Y ^gJsuill J .^%vU j] 

Liili 4 JJ 3 SIII 4_lDIj Uljjj3e\ J]l J 4iaiâ Je- Lï^j Ju** j jliielj .4jl^b 

-LjL-jj diU ^S aII ciüj Je ^jUÜI jg-isuJl Jib 4ji£ J) jJajJl ^ \\1^aW ligj Jjl=ô 


. ÿûl\ 


Jjx^l ûjl^ Je J1 :Yjî 


4— u-i^ojl ^je 4 IU ^ Jj) . yfo» ^ j£jj cljj J e-lcL-ui]! Je 4 jI >" 1 . »V ' Jaliij 

jjê JL-ojY! jy-il ^>-s 3^-1^ jg JJ JâjJl i] Sl^iy^. s. à;. u^»"i J3 



il:! , \û* xx Laa ^ Aa-1*»JI pïkjx o jA2 JjC Jj*a jy* *rh j ^Â^-o ^lâ&iJI 

£- jj£ i A.hx.j x dllflajl jjjjj jl ^jSÎaj jjjjjil jlaj A^jw^ ^yx A Vr>‘ > <_$Ajx JjC. 

AjJI£ jj Al2jli J Aj^jJô Cjjl£ ^jl A— i— ijaII J J a^-vaN jjJ jM *■— *' A < ^ £ ’ ‘ j *2 j\jY^ 

AjiLiJâ j AjaaV A2jxa A_»i ja j j v_jj£a]1 jj jj Ia£ tV ^ AÜillj 3 jjA^j ûJuA j ^1 

J jj* vJlMfri» a\1 Jj£2l1j ^jIa!) j$-1ia]I ^jL t^JlAsJ J£-aj .A_«a-aja11 ^3 jjLclaJI .^ÜtiJ AiÜLülc. j 

ajLuC.1 ^1 JuLolaJIj ,jjjjJl j ftlj-ÜI vliVlik ^ A—aLâk kÂ-oAivJl oAj^ 

(,) .ilyAli JV^Ü 

>- jjju tl^fijj— aL A_*ou-ja 11 JJJ-OJ .^ic JjâV' j^iâ-Jl ^IIjA) AC-L-u Ia£ 

Ail^taj Ujji jajj j- lil JJJ». JJ LaJjC- A^Xc. ù\ jâVl ja«aij l^J ^jJI Aj\a»H JC- 

A_«uaja] 1 <■ tt j ’i . sx \ \ j^ixail ç*jâJ cJjIaa J£-aJ . »2ltAxÂ f ' *- fl': . ^3 ^3 s j-lJj jjjJaJl Ja.>> 


SA*ajaJ^a]I ^JaC- A» u l -a j >. Â 1 . --11 ^JJIaII j^JoaII vJa! jC JJ ^ jjjjll »_£-^ LûA^ 

*Jaxj ^ ^ j i Aj x .ji.3 p£. l ia aj <_£ jâJ tljl jl-iC-j ^^.jj J—J jj cjU^C^I i _ÿ=uu 

^ .^Ua-aJl Jjj j naill j 1 aji^") Ja J)jIj jH j£aj jL-aül ol^î jl j£i£ AjjIaJÏ 

iaaâ JjJlxjj aj2j*-^ AjlaJL-jVI Jljoâ.1 (Daucé, Rieuiiier. 2002) ^jjj * j-^âa J^2lj 

k j-aj'u_ A xi. ^Ja ^^ic. jjjjll JÜ-aj JV^J— • 1-ûAj L\4l J Ia£ J j1Ü' , > ..i a jjC- 

kiilÀJj iA—aajaII ^_o AAjL-i AjjaJj AJ fjj fJ jl \^C- yhayx ^ Wi . t . j f»l Ijlj ,_$jIa1I j ^ .I ^ a I ' 

i . uA\a jaj ^-ic- J 7CA—A Ajlj jlaü ^J^IaJI j^iaII ja_oLlc. ^Jaxj—a CjL-u-j^aII jl 


^Âll JJJ-ftll ^a oj^lÀll AÂJ jikJ ^jj Jjül ^Laj».] jî jAj jkJ—jVlj SoJ jjJI ^-Ic. 


K Douglas Hoffman, John E G. Bateson Op.cit. P211, Mary Jo Bitner. Op.cit. 
Mary Jo Bitner. Op cit 
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jg-Loll ^J-al 3 *! «ilJÂl . jAûll aja^. j Aie aJ y.>u,)VI jI*j «^L^yi ^iu*» 
^ .La J^j-a J\ 3I tvl)ljfclu> «- t\ , ^» 4 aL a! a+i_y> jl£â' jLlÂ^ImjI i _-Ic Aj^a a jJ3 ^jLall 


^UJI OJ^' ^ j^-n J :i*as 


diluai «illiA 4^La .lu 3^ il iAr bJ La w_illxJl ^ij <_£.iLall jg iâ ^ ll jljâ^t b-.U.>Tu.u 

jjjj 3I ji-ajl ^ Sjisyi 3 j SjLu-JI ^eUL J^Lj jl^l) 3! j£Lat jl ^-j!_5J 3I 

j j^. H ^cLibO ^iiwj jl - " ' 1 ^jÎLoJl j^ “ ' Ajt ' • W J A_iajj^â ^ - -A\_^ ]l j^ * * \ l^-v ^ç. 1 , 

jiLi JC- LLoj ^Lall ^ûaxj J 3^ Aie «âilà ^3 * — fi 3 (jiaUâjV'j v_jLuSVIj 

40 jl^pJl Jl* iL-aji alixJl LL A 3 .LiLiVt A_aLL 3 3I clijjl ^.- >% 1— ü ..u a p\ Ji^ÿ\ j 

aIsJI 3 Sciait A. 1 L .--ilflll ili LAi a i JAx-a Jla A-ÛAill aJLJI ^^^Je 4L jaê 3 ^ 3L.lt Aj^Ij 4ft3*iaJl 
ojlîiJ J j ^vT i ^J ^^Lll j^Lali Allxill ojIjVI v-TXi j* vJuLu.n j^aJl 42 ll.il j .^^LaxJl A*U 1 j 

J3LV jjâJJ ,J>ui]t j3f^J ui*-=H ^Âlt ^UaII .^1 AujLuVI ^—Üal^*]' 


S JÜ2 


j 3 & AjâLIxII CjblVi.u'Vl jl « Mehrabian & Riissel » LuL; A3 

Jjè . ALa-ifrll 3 oj&y\ 4<xua 1I A^Lalailj - v _^ûl^lû3 Aalxla c-Laâ fixa - -iLuV ' o Aalxla Ajj>Iu 

^ 4 Lu Ail ^ lual ot.V» i"uJ j Alaa^it 3A 3 vjjJlull Axait ^ Axait ^jlàill IaIcI ^RllSScl, Plat. 1980^ jt 
Russel. ) ISLV oa£I L 3A3 4 ^ûIa^jII axjII AJ3SLI ^ AJ—Ü3 **}•■>) JjSJlo 

jllajt jL Lg i^l AajtA^3lt La^uxualaJ j jlft'i . u.g “ojljVt3 AxIaII - jjAxult jjÂA jl Li'uJa^ ^1980 


Bruno Daucé, Sophie Paeunier. Op.cit. 

(2) K Douglas Hoffman, John E.G. Bateson Op cit, p212. 
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2aiâ Jj-Ixj (DoilOVaU, RoSSlter. 1982) 4 j 1I J*-a 3 J U £-a lia <3*1} .Ll<uJa 

^ .liiwV JjÜ^LJI ^]ôa-û olijjj AiLÜLuI jlc .1 La 3 k j iaA3 ôjIjVI J ^*laJ' LaA ^11 J^aJ' 

^jIa ojJjU loC jji ^.iLill ^o\ JjâVi y . ij>"u > 'j 

Aie- c^iLui .4— *— jj^Jl <JâJj tjjjlalc- (jjU j c-\ y*i ijljâV* tÜlî jî <*- ^Ja-lji ±p±i 

i» Ji j ojjS» £»o tS^Aa-ajl 4^_2k^]l 4ala*j Cjl^Luij Aa3 .Wj V J La jUa-al 

3* > j*ajxl\ -lliïj ^\c- J±t- ^L-iaII 1ÂA ^ c .i* Aj Aj-lic. tAullc. ojl jr*. <h\ j&a 

4^j]a Lo£j i^üÀl .^Aalxil A-Ual V u JjLu» t<J ^ g.4J 3 ^ 1 ! JiVl k _ 5 lc ji jUa^li ^-iia J 3 ^ 

ji (^jljjâl) ftlLJ' UljL ^li-i^j ^jUII j^iâ-ûil ^jâJI 4 jL*JLJ jlà l« Mehrabian & Riissel » 
Alx« *Lo.là. ol&J AojI^jVI iV' ^-j-^-> AjjI jaâVl bl^ill ui% jI*jjI) Sj-ili-ali 

Aj^I*HjV i Lai JL*» ^Ujlj ti_âLri 5 u..»Vl t 4 iS>Aa 0.I0 J3LV elâji ilabjjV^ Jla 


^ James A Russel, Géraldine Pratt (1980). A Description of the Affective Quality Attnbuted to 
Environment Journal of Personality and Social Psychology, 38(2). 311-322, James A 
Russel (1980) A CircumplexModel of Affect. Journal of Personality and Social Psychology. 
39(6). 1161-1178 

S ee, for example R.obertJ Donovan. John R. P.ossiter. Op.cit, Robert J Donovanetal (1994) 
Store Atmosphère and Purchasing behavior. Journal of P.etailing, 70(3). 283-294, Treasa 
Kearney et al (2007) Servicescapes a review of contemporary empincal research Paper 
Presented at the Sixteenth Annual frontiers in Sfivice Conférence, San Francisco 
l3J K Douglas Eoffm an, John E G Bateson Qp.cit P212, Mary Jo Bitner Op.ciî. 
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CjLI yv« «il j; SLal\ jjV a J^ljxJI :Uulj 

^ : Jlo *UÎa^oj jj^l o^-ij 3^3 iaxojjj I^lc. J£Ju 


4 j *» La^ ^Àllj ^fr‘u > ^jjj^J— ail jjC jjfcj Jlip. 4 j . rt^ .ii l l wliLu-Jl 

ï»Jlia ^11 4j.Ju.i~k 11 ^g-AjAC- ail dlil j'u Ajjliû (jjJ 3 a jaII /pu jll JAxj kliâ ^11 S^jA-i 

IûIjj jvâv’ill jjx 4jllc- ^jJI ojIj'J/I ^jc- jjiaLlI >" :j.~k :S j!j> 11 ij-a 

4jAIjS ojIÜVI ujxl a j<3-laj ^l^llj ‘4âo 4-Jaîâla ûjüiVI >iiaLû J-Jaâj 

ï.li*— i .la $j\j)/ 1 JC- Jliaull J^£j LûJâ 0 jâa_o j'i 4_aJôlo Ainl 4 j 

4 > m wSk 3 \ -li*-*-i i4. n» .x t Ajal^*» 4llaj 4— u-s^all Jj^jjll ^ jL :Aaa.ljAÎl AJLâJi 


i4jl- > i^VI 4-iijS, ^Jc jj£j (jl ^Ia i . v -qII AJla ,J^ 4 j ifïH ^ 3 j-» j Q 4 jliLa 4^13 4.1ia^ 
jjUj Jjl ^ jj 3^' J êIuxIIj s s'~^ ^j-aâ-Ül J^la^ll ^y, j] :4 jj^1I 

4jI$J fU 3 <ial j A*_i 4iî ^JA |À*ia-all Aly ^3 AjJlxJI ûjIjVIj v. âl"i ~v ^ jSLij 

.£ JfujSfl 


(1) Mary Jo Bitner Op.cit 



192 


ddtSfl 

ilül J AÿMlLdSfl Jl j*JI -l^LS 4_i^uj jll jJ* Â a ] l Jl J-all I 11 a J liàjijj 

Jj— jLJ JjjLj J jzw j Jl UL-ajj . ^ a nfill AjIJI l^"wji]-a jljÜelj JjjJI jljâll 

^jllll ^jjj Iajjj J JaJI AjJ^J v^jUUIVI jl JjSfl jljl l$]^Â jj îCjIaIajV^ AjjSjj jl-jlj 

•Jjlj JaII ^ AjAluiSfl JjJk JlS-iVI JjJ viill £-o -laià ^j'.iakj jA J Jj£aJI ^J-iLxî ohkjVI J 
^jU.i jl£ 11) £ jJlj Ai J*-ali oUjVI J- 1 JC ^i*^J l(AjejJillj A_i3 j*_a]l J) ^ jL^\ 

Aj^xil J J] LiSjlaj Lo£ . J jLoJI Jv&il ^IjaîII ^jjj lijbjl lÜ] 11 jJüllj . J.1 ^.j J la42 
edi jfLil ^bio s _ 5 jjj ijbw J Je j « ^Iî'lA bklV I ^j-jl-iü 0 JilJI jjê j Sj*ilJI >. nlL.iS f l J-o 

.>■" i:v 1,H <_S— A LoJ 

Ajlâ.l^JI CjLlaJLulV I J-o :^C. Je Jjjj ^jUJI J^ la -ol' ji Jl siillS LlL-ajJ Lo£ 

J^Lftil j$2â*Jl jj jj S4_ie jjill j AjjljlaJI i4_i3j*_û]l ^jIjj£a]I Jx l^_i2 Loj ( »£jIa1^jI 1 $ ) A*i n J-0 J 

JjSL«dl Je jjjj LS jl. ^i-fcU .; ^ l j JVjIojVI J 4 J J*-ai' J>baJl Je. 

.v_jlïi=kV! jl v— jI jaâVI Lo] JaijI^ J-o jjill JjS-oJI Je ôjjîib Je ^LJaa ojbVI j ^ijla. 

dilllj tA ^ l ' i -ÿ -Q JjLo^ jllal J J i_3 J Ajlj 4_»_âli CA£t Jl £ jl aJl 11 a ^llîkJ 
. jAlâil £Üaà]l jU-J J Ajjlâjil ûIa ialL-jl Jl jaII 2lü_JI J JjLai 



:£jt j_M cUÜI 

^ ^ jLaI! j^ixâJI j3i (jm Lâ 

(JLkui ÎJtfjî ^Alàîl £ÜaàlL 
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^ jjS {jiAjâ :^jl jl 1 J^aA.11 


, a <1^, xi ^ 


^-iloll jg-Ia^ll jjl £cJl*J klaLu-ii ^j-Q 4 AjL-JI J^x-aüJl *UÜ La ^JvLi. 

jjl £Ülj ^^Ac- '— â^>xlll J—ail) 1-1A > ■ .fl.^.g-) US)à ikc- f jla ^llLo-lik ^Lu-i ^ ^Ijjll OL&^lu» 

4j V ji ^3^âJl £- UoIIl Jj.lWlljj Ajâ^iiJl CjLo^âJ' c 3W" ^ û_#3^ ( - J Lfclajl ^jLal) 

La£ clia-tia 4ÏÏ2Ü Jjljlj (ji 3*-aall l^A ^ UjIjjI ^lîil .<■ fliK». 

Ï4 - i3^iill Ujl 4 I l C- I 1-<q\ 4 k.J . ^ 1 . >» rtl l - 

S4_fcJjù]l 4 j -y g \ a 

.4— »l jùS\ 
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'UPLÜill ujLaiâJi ^ UoÜ A-lujLujV' (j^aLà^SS : J j)l\ Cuàj 


-lia IfrjL o j s J^l ja oj'l-lj Sj^—aaJl JAC. v-ll j^iaj AJU^C- Ar-Luxa A£.U— a jjÜxj 

j^Jâ Jjj <J^Ü1 lilial . ^i la o ll ,jC.j 4 3j->^ LF* '*-^ jl^V 1 ^ ^ A<a. j . ïflH 

rcoidl j x xaliç. J^a jI—jI A£.lLxa ^1 1 $Jj_^j ^IjJ Aj^LuJI j _)â— JI j iaJJ jl Jjliill 

J^-o ^jC- dlâ j\ pA JUm ^oâLiaj-Jj ^jj^oLall cl^j) (j£l-*M vJ^ 4-^^ljxJl 

^jliillj AÜ*J-ail < aVi^ a ! liA UaÜ! lÂA >■ “ i l U al ».iL ^b*DU AJ ^L^-a ^ ^ .^Lalâl 

^ jLa]I A-i^Alj ^JaÜII AjaLo : JjV' c-iÜa-aJI 


Axal_2û ^ajl w^ . -v j l ^ . Vàj JoLa.ldkJI 3 j-liâJl \~jjjau ^1 LiA û 

• A_l2 ^.iLall I j . u - r&j Aj-oaVI s-.ll2a.all JjjiaSj > ilb$ > j 

cJAlül LJüju :Vji 

^jjjâLoAll *LalÜY L$j 3'^* ij^ j2l ^>x.all j£.l iAo^illl Ao^lill 

(jlàJl jA ^Loll ,JaÎ AâIj jjl J;l— J i£* *1». 1^5» ^ 4"^3^Liâ A*_aaw J 4^>2kVlj 

i-Lpgoll J "Aj^jj— : ^yj]' olila. Ixo® jjU jA j 4^jjl.laJl j <_ajiall La-a jj-Aill Aj^L 


.26-15 jxï .alAsê. jb : JJjSf' 4 jLaC. .^jUftJl ajbj ^-b« .(2011) ^Laj— 1 .2 jjata > _ 5 — >a 

.481 ^-a i^âA-* £> _>** -(1980) ajjjxSI ^Jtlil ^a> ^ » i '~* 
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J ( 1987 ) jl x .u il l >iIiÂ j ^ ‘ j*-£j J 3^ ^.ibUS £ j^.-1û a j^Jù ^aAiftil 

^ . J}Aii]l j C- 0^4 JC jit. ^*- ijlâ Jââl jA j jUl ^JxJ Jj.liâ]! j\j Ja-p_a]l . K i -v * A-a > *. a 


J « Pondoketa » a_aJ£]I jx ji Jj lu- jli iâil j <Ja*JI j'i V) 

Jlaj Lûxj . Ljaü'i iülil IJ OJ^— fixa J J — j-ljl JJ ^ I— y-jjîl oA^i la 3 « Poildokîa » 
J]l Ac-lill j «Hositium » Jlaj Jj£UI Ja ;Ai]jx_a xjIuu 23 J.NM ujlxlll J j-iiàll 
Ja «Hôtel » — Aj—ùJI Ailib ^jAiè a _ olS iàij ftbk IaS*' 1 jxil 3 jljjll Jlia u nl J 

l$ia s" Aurfl £ « Hostel » a-o!£ JJ Cjj ^J aj ^ Ai'ixJail J <sr Hospitale » Ax 3 i£Ul A_aK 11 
JJ «_1j j Jaj JjJ 3 SjIc JlaJ 3 tyJu-Jall Jxj JJI3 Aj— ü Jll « Hôte » A_al£ 

^ . la^Â*\ mU) Jl jj V ^3 jLxll ^ Ua x ^a -a l l 3A3 .j-lifiJl J*j Jil 3 «Hôtel » A -al£ 

JS' 3 A 3 JaüJI daL!ûll : j (01 -99) J33U11 ja 4 oaUI jj wAxjjlill AxJjll ja 

* fl * I 3 JV jjl_J Jl Jj5x*xJ A wt..' 3 ^ J£" ^3 A «A V'ol l A . -. . . f j^]l 3 $ 'AjâAiS A . .i>.i^ ^] ^jÜqj »‘*i . J 

JaLiôll ij-JJ-AJ ^ JjJfrl jl ^ Jtj.il-» j£" 3A3 jAifillj i"l^j 3AJ 3I ) J AjâlJal vIjLoA^ ^.iâj 

l$ji Je AjâAiàil A— o—j JaJl (2000“ 46) ^3— ja 11 Ja 2 ojloll ui laiu ^ . J-llill 

J£IJ 1 Jliftj JLaJixJ J-^iâJI iaLixll JX 1 X J y " UT > "lAliâ UaL 2 ü ^jloJ A— ux*y> 


.3473 j-a J-O . J>ki« 

-3JJJ Jixc :jlijJ » yj j jx .iajjxil AjJl ja^ :^ai iua-o .(1978) ^ilSuul) (2) 

.703 .j -, ji 

-X-Li— a J Xjbl Jjjyi Je. Ajixiâi) ylslaXâJl ^3^3 3JJ jjl .(2009) jl 3k. LôJ AC. 3^3 

.32-1 i75 i^j-aiLuLail A*x'^ .jL-^VIj Sjb^l Ska .Ajâl Jl 
. 1 5 i 3 ^^** j* • ^s— '3^ 

JC.I3ÜI Aiaj 1999 iàJ jjUj 6 J 01-99 j3jli -(jjIàj 19 %1999) ajJI jJl aj j 3$^>il ^ 

.11-3 i2 tÂjjjl j>Jl 4 jj3^axI1 Axa— J l aJJjJI .ÂixiâlL ÂÜ*xa1| 
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djL-i-j ja ja A-j- jJ ^I JSL^JI aÂA jj£jj J .Aj aIijJjaII LjLûAÀJI j *1 jJ^U LmiU A^ Jû\\ 
."^J lil-, U jJâjj jl ôjû j$-i Ji aa .1 ^ g- jo*j jx 1 $j jj-uL jjj U (...) cijji 

I^Aj g 4 jjl 10 — J A j^.ViÊll J^jL-JI ^ j— jjaJI ja 3 OûLall i-ljûJck. tLjajl 

JjiJl fcAjâJ^I Jjill tA^vlj^Jl (JjLoliyi fcJb*JI ^jii ^A-L^aJI ji (JjjjaII) ^jbll Jjj ij-lbill 
J-liill ^ji jLiScb .k^>\ JLm$) 4 J^ 2 k_û j iAJojjLJI Aj^L— J l JjlLall t /l l g ji \ ku. l l > A a 1 -)L». 1 I 

J-lii!! s — fl ^>*J ^j^mjaW .j^âj] 4 SjLall j\â l Aailik-o A_i2JLiâ djL-u-»^a ja £- jj -ÏJ*-* Ljjli 

< 2 > ."^jii ?\*±>y vl^j j ^u>u L** j^i js**" <ui ^b 


^llxJl JjJ flrix.A ^àj A a\c- aL-oj Aj^iUa-oVI Aa*.L1I j* ^.liill JaUuÜ j*j Lu3 

«lj— A_aliyi aL-j j ^jc. jliill JÀ^XJ cVjill Aoilcjj * 1 jjIj A^lâb .kjjjj c 5 ^l JaLbll <illj AjL 


k> iSj^ 


vJ La Aail^-a diLa-lik ^ Ajb J^Uj Lu *1 jJj/I s _^b ^jlxb jAiàll jl oLlx-o Lia vA-ib-Vl JjL*ij 
*. V'.<p Aji^jill A— u-j^-all jjl b JS />-» ^rVu.u) ^') . IajjC. j A_Jab^)ll tAjijoll cA-ilc-VI fcA_o\iyi 

s_jl jJùîl j ^IxlallS AaâLiaj vljLûJùk ^.laj AajlSyû] ç-a iç> jb-j j*ï\ Jjlb bâjp» jjjLjîl eljjl 


.Aaâjaîl j 


2000 Âj— j * jL Jjl *■ j>a 46-2000 j j* -(^ jL 5 *2000) Ajjj'j^J) 0) 

Aj j^ATkll Aia— > jll j— 1 /iljiiS I j£j l& JJ— 1 j \ j ojùVn Àj >»ail sljLtt— .^all ^_S jxj 

.7-3 *10 *ajjjI>]I 

.A-ij ^>j-J' 

Aaiâlall '. wa jaIÜI . Aaj jC- >_JjLj j Aj^ic. ( j— jI ; ^Lliill j ^.’>\j.ull uil .^2006) Jl ^ jj — a 

.280 i279ja ja, .Âjjbyi Sh^ 11 
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«LâAÎÀJl ujLaJâJI :LùU 

3^11 j iaLilil 4iA«i yu i'-Q^ûC- JjLaAiJ' ^j-a jU-ai i _)C !X-Ja3 4 A_i3AiàJl djLo^âJl jxoJJ 
3^ Aa— j'-u-JI j AjC-Ioo^VI J A. j j r i ùaH ù_àjjlai] Iajj Jpljjil JLSLj 4^ jikV “^laj û jl2 34 u ■ fll' i. ^ . j 
4c. ja«. a >** »<i'l l 3& . >vft ^ )â^j y*'» ^_aAiw ]*> \ i vi i ^jUxj ' .aJ^J j ) 4 à >-« *> ^ 

cAljlül Aj*oj ^-lâJjlj 3*^*^ jj»o4J J Ajâjollj ^UiaVl J44 clsLo^k 

djli j ^Ldl '-^ jLaÜ (j-»!j 3° %90 AuSAlill ulil j ^ . -v^ Il j CjleLuü^l J&* 

^I. YVw éÀj 3-*^ {* JaLîall AjjU-ûlj Ia jxaJ ^J AiLkJayU . Ia JJC 3 AJLaxll j 33^1 

AjlaVl J 4lalauoJl jAoUJl ôclâS ^.la ^ic- Aa.l^j 4Ü.1AI 3^^ ^ 

(,) .lA J ^ J 

kàùM 4ûU j£J| g! :li3Ü 

Jj La£ ^illj 43^-?.^ 3*^^ '$ a.VÂj ^131 CjLoA~J) £ jJJJ 

‘Aja^ÜI A^aAîJI jA JlaJ UjLûiÂ .1 

s^c.Ua^i\ A-a-iâ. 3^iill vJLjU^ 3 ^la_j 3! 3^aj :<-»! j-Ulj ^UiaJl ^La.ii .2 

vJjIjLuaJI J4>b 3jUâil Ig a.vj") aOC-L-uall djLa.làJl ^Aj îAj^ùiy 4-4.1ÂJI .3 

JLa&Vi *Jlawj 4 £cjLuua1I tJliLûAâ. ^a-A-taJl ^jUil cllLa-lâ. 4-ifîid' ul)La.iâJI j 

•3 ÿ±i\ vlî'u»^jl J-û U J±, J vlèUaJl J cIj! J 

.286-284 . ^j-a i4-ii £> ^ 

4jUc<— ^ j^n.,H 3iiâ Alla. 4— jl jJ— AjâJjàii uliLoiâJl 3?>“^ ^ ^jjjjII J j- .(2009) 3 **^ *■ ul » N 

.847 . ( _>*a .( 3 ' 3^^ 4a, ^ : >^ .. i AiLxLa 4 3£>“^ ,j-aA-aâj 4 j n .. i> La Ülui j) 
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AjâdôÂII uiLa±U! jjLaII jgJUl AJLLa :Uul j 

* *\_J 4 « Il L> y ** i l 3 1 fl \\ ^ 4 . s-l\ 4 V* 4 .1 1 1 ^3 Ajtilj 4_iA& I ^ .^Lâl! Lv.aH ^ . .I**l^ I 

cljLo^iJl £•! J J-0 Jjû*JI ^jSc. Je t Jjl 4-o.iâJl jjbj Lu-kij <Lnsfc 

iojIjVIj AjcUI SjLj J ij-ljill t^iLdl jfl.là.o.11 AjJ^j jjil! j!.^^]! jatoali Je. 

j^J jl! Üj«a j! iia. 1^ i^Aj jl! AjJLoçJI j <*jaa 1! o j-oLic v-. âl'Vv .a JLL^ Jo j J! 1-1A 

j!.l 2 *Jl i^A^I jJI) jj! ^jL-uJl Je A-ol*JI Ajljjjb je. jLjaâ vilL JL . Jjil! jC- 

o_JÎj jn»j viiljjj i^ fc Jl_Jill vil J-J!) ^-C-^jillj (o jj-^ai! j oi^Jl vil! J ^J^a-aJ! j (s flL»l^xll) 

^ .Lu— ü Jj Ja jl Üû-û vliâj *U3 ^Jaij j_$jjll J;! j 4_-aLk ^ ^Uk 

tAjjUJ! ‘U-aj'u-aik Jvli. j* O - wlll j Ajâ^jâ *Lo.i^ vil! ji] J > il IÔ S > ^iL*l! ^gJsuill ^l—ü 

jl je Li-Jaâ t < ^a.jlâJl jfl Liai! lfl_Lo 4_^al^ J j^l sJjlclilajV! Je- juLlll J *L*u-jL=k ju*j i] 

vijlj 4ji^iâll vlA— i — j jpd! jjjxj Lâ£ ^ .o^^rkJ! ^nâ") jx ^iajiiklll J ^1— y ^jIsüaI! ^jLJ! j$ Liai! 
dllil fcA-oAiJ! ^-lio j* jj£! ^^Ul! j^iLall £_o l^jâ jjjjl! Jeliu Jl! j 4 j— i ^aLJ! Aulle jje 

j g - là -a l ! je Ajl^ul oj^—a jj Jj Je il jVl --el — ij AjjL» viulj J-û j AejlL a CLiWlaJ j Jj 
jjlajll£ ^x-ali*]! y... ftLirx xi vil!ji] Juiol jAiâil j^J jl! vJjlj^x-aj jxaJ v 2 . u-v i J£l! o-^-aI! 


^ Azza Temmessek Behi, Sonia Ben Zma Karoui (2006, January) La perception de la service- 
scène. une approche exploratoire des services hôteliers Paper Presented at International 
Congress ‘'Marketing Treuds”, Venice 

^ Azza Temessek Behi, Jean-Luc Giannellom (2009, April) L’expérience de l’environnement 
dans l’hôtellerie de tourisme un essai d’ opérationnalisation Paper Presented at: 2 fn " 
Journée de B.echerche sur le Tourisme. Groupe Sup de Co La Rochelle 
(3) William M. Pnde et al Op.cit, P516 
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f-uaj tU J^C-J jl jJaJl jl jlî j Ajjiil JIacV' *2jjju 11 fcAj-Ja jV' J ocl^a'j/' t jjLUJl j 


(O.-tLSL 


ojjS jlâillj Lfwü l-lpiau jjSS /1 Jj-HÀll Jfi*J 4 ç£«^-^ j^-^aII klilj ^£L« J] jlâjJlj 

U-i a ^ J}Ajâil jg k<a j*^al_ic .WTi . Iajj&j t^laJaVl t Jl iSu.iVl jLa AJoj^-aI' CiLa^âJl 
^Ic jSJ ^jilû -IjJ j J-alc. Je jjjjll Jlxii -2j-}j ^-ÛJJU v j] i^La^yi £*lJajVl ^UaC-V 

dj~iL» L-ajl J-aljC ^A jjL»lxll i4iUâi]l i^cjljji) tjjSjAÎ) ia^j uÜlj £■ ja2w-o 


y 4jl ijl jjbjll ^3i ^p. i^jLall j^Jà-Jl ciÜ Jjj ^ J^âla y » 


'-i ' i* 1VS\ < 4^ 4^ i jl ^| 4 ■»"» aa ^ q <.. i j -a 4 »ôl^» Jxû WaQ jj*^ j ■ >•% ir. ^ \r_ *s \ô\ \ ^ a ( a^üa»l j 


in^-J CiUyLJl JSj ù*S\ ,J jjj-Jall jx <jî j ^ jâ>Vl J— alùxîl ^lc -Loix-j j^\c. JS jl jljc.) 


(2) .l*â iJL-aV'j iUaLu» :y> M ji 


Ajâ^iâJl 4_a-l=dJ ^jLall J$2 xa]1 J y Aj^'^Ual^l 4 _Jj.1j (Belli, KaiOlli. 2006) allais 
-lixJ ^ic. jSjjj ^IxJl ^jLftll j^Jâ/Jl ^Juaa,] JS 2 !ü ,*j£jj ^jAl û-^J^ J 


( 3 ) 


: ^J 


jUJ 


4 *. .i 


^ J- 


lixll 


O - V > A l \ *ÿ 


—3 j . ÿi* ) 1$ ) -Iûjju a Jju o xo j^-alic 


J^U > J> ^IcUaiVI oUiVI J* J*u J*Ü 4 ' .1 

jixjj IaÏLo Ia JJC-J 4 j A^ij-vaII JjI AaJl J ^_«UJ_J 1 J^-IaII jIa*_J 1 iauûJl 
JJÜÜI c_ic jj j^jâJl jLaiwV J^lc. l^jlj ^j jj2*J ^j^JI j 4 _jj jàll JljlcLJaâiL 

‘AjjjÜI ja.llûllj jlâ LlaJl ^Ajâjill jSUl tASj^Jl i jAiill Jja. olijj' 


(1) Ingrid Y. lin Op.cit 

Azza Temmessek Belu, Sonia Ben Zina Karoui. Op.cit. 
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Iguâ j ^liJ.lIl c-LjafiJl J£ju ^j]\ j— oUaII :4 jiJî^lj Aoikl^Ii ^^ a Ux J l .2 

J Jâ^j ^ic. J j— aie JS ^ 4ilisûll JjSlSll liA j .aljàVl 

>■1)1 j?$ >M1 3 v2jIjVI »^>3j je ^Liaâ Ia jjê j jjl-laJl mljl jLuJl « — fiât Jlo jlAail 

JjU-alij -la jJ La£ . jib jll/ jAalaJl £-aj jjJ Jelij ^il-a-a ^!e ialiaJl ^3 ^aL-u Iaj 
$ 4i y\La Jjè ^ Ajj-la j^Sj jl j— o j 4_ulajVl >- M » J l JLû 


xxl^uJl ^l)U%.U.ll j jjSjJI lili UalAÜ j Ci \ jLiVl 4 tr Ül.iJl jjJLuJl .3 


^ \ < \'Ï\W L< a t\ i LaA J 4 j.liâl] j^ 1 1— < -i ~' >•*» j < .AjJÛLa. jj£» 1 4 ' J *'*'é\\ 

j;' jlu^l jSLajj 4Ajj^Jl vl)l jLaxllj jlxlall (_^ J— aaJl ^îaill ji MÜalail AilÜl Jjlxlall 


^jLa «. "lUl-k a l l ,*aI— ü Laiu .AJ’u-aVlj 4*Üal— uJl pU-uVI I jliieVlj 2*wu ^lj La iaaj 


ji iâa.>Lj ,_£3LaJl o j^uriAS J-llill y». jjjju ^ c-Lall dl j^âj j Hitmll^ Cjla»jiîl 
je jl^iAJ Ajja^lj AjILû^JI L ag iA ftl IjJjta JiSVl LaA ililjLillj tLail 

i^aUTj/l cLjjI jAlâll ^ Jîûll ^j^x— a J^Ü ililjLi^/! ^-Uu'üj Luâ alaaJl 

jlà 4 jAiâü AajJLm^\ <-oAiJl y» ç.\ yÿ\ jSf 1 jlâj :Ü jül 4 j 1 j j$ >" ‘J .4 

;Ji*2i ^-iLall ^ !iLolS I^xj i^ta 33^ j^jjil ^LojaI jjS i JS^j 


j )Vi .a \ l 3 4i^xJl ^L-ul 4 j^SjJI 4^V1 4^la*-allLj 43_ < >*A] ^ûLall 


4-JJI ^ 


‘ jAlâll aj^— a -\A e JlqÜaj il 1 ^a^-û A^SjSj ^>x]l JjSjJ jjIxj j 4^kjlâJl 

lakj lIjI aV 1 jjj j-» (^l^^JU jlxjj _^a j :^lxîl jaJI aJIa .5 

jû jl jAiill *üajül j4 La] j 4 j 2 4_J^ê^a jjê Jx»L*£ <;Lja_^JaIl^ ^Iao Jxj'lxS 
jSLaVl 4 4 — 4^Jajl 4 jU jVl 4JjLmll ^jljj jAiîll ^3 ^aJ 40jl jjll La! .jjâSfl 
JjA*j *^4a! jljjj Lo^a . 4' j L.J j Aj^è^ail l^_ia la^aej lAjjêj •jjM' 
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Aijê J C- Jj Jxo Jjjjjll Jl xL u L u^ ^.. ft - w all Jllâj A_i-oLk Sjl^Jl 

OçLûaÿ\ Ail*. ^ àj jxll Jj jjl J Aj^p. Auru l aJ l ScLia^l 1 * 10 . 4ji^A 

i^LLVI J>LJ J SAi=kj jjl J a A_a.ljl £4 \ g î}}^ s j*.>-^'i*.ij k AuC-li^aJl 

JL J1 j /^o Auâ-iiiJI 4_û.iidl J La J£-îuj : JLuJVl J*-J1 .6 

J Vj fcA-o-liJl oJ^au Jj-L^l J JaJJjJ tjLJl A i. m i' L .lx-a LûAj^-Ja^kJ 

ô Jxj Liu A-o-üJl <_£ ^jJaliikjl J-o lr k V a jLàl jjAJI JJlxil JaauJl 

ô* J- Lui JaÜo JL* J Je. .Aullc. Je. J>û JÂ.V i Ja*-Ji 

^1 Jak^U JL-« viiliA L 23*JL JL J J“J JL? L'n; .2aUaj£>Vl ^lllc-LLji 
jïC- t f ->g ,'nj _jLoll J-al jll A n.u f -tg .J-a» J J^iLjl lilljj] kIjl_Jj)-a J il t <J^1 ji-oll 

Cjla*>L»JI . a^_j jLu Jj aLSL ^*J1 Ji kJ^LîuJL a^Ij ^ ü) Ail 

j » .> r> *.i j \ +jJ Je J i^LllI^ ^yci ^> VI ^ J.uaII j JL JL J jsi au&Lj ^ V 1 

. JLoJl a^. 1 Jl j^jjl 

w U* J-ij ^aAj^JsxAJ jji Jl L Lilê ,*$3 i^jAaLaJJ Au.ai i L Loi 

’Ll » il Aj^t^oll J^È- vJljLS JmJI Lin . j ». 0 s L i iAj ^JJJUâ \i ’ ^JLJl 

y J- ulrv -0 1 jl£ cl>«J JjJkV' JLJ1 J ^viu -O JLjJ ^ _> ^a«J i J^2' ^ 

Je AjLIL J AjLc-j J>jj J*a11 JjjJI 3 jz . J Jo'utJi JaL*jj L Sile jj C_Û J 

J 0-^* LjL£ J-J J Û>^ J A_oJàJ1 Jl 3^j 

.A-aAikJl J Sç.li£]l *_ijl^ 2 k ^je ^!XJa3 c_r^JI j v_iiaill j 
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J J j-liâil j^l n - J I Jj-ahc. Jjl Jl wliL-a JJ ' LctC ‘ ^ 

Jj-I^Jl LaS ^paju jSj ^jfLaj _>“ alixJl .iiîj ,j-<» J ‘û^j^ J^â Ô* ^ CS-A ** 1 J^*lj 


uA?^' H* J t> :(1- 4)^âj Jj^ 


AajluJI <-ûl j^JI 

Ajjb^l uùl 

^ JjftH J-. j;uS 3 *. J • 

4 _«.llJl ; JJjlII • 

Alu- ÿljj • 

Jj-liàll ^ cl*-a^--al' ^ jjjSII * 

A à i*\^ ^c. __ï^*il • 

. Ja* 1 ^ ^ 3 -ljÂll tJLAji • 

£-Jj • 

) ^ - — *1 4 <S 1 jjljJl • 

^Uil • 

^HUI «LJaftll «JjUIû J 42 k 3 * 

j-iiill JS ^ cl ^-CLÛ «IAaL*-» • 

J; 1 A> jjjâll • 

L fl \ l-> S «JT ..—Il • 

- w* 

AàJâj Ââ^àil • 

AliA 2 k jk\ic ^jlc. là' ^Jl • 

Olu JS --2 a jé>* ^ * 


Repnnted, from La perception du Servicescene, une approche exploratoire dans le cadre des 


Services hôteliers, by A T Behi and S B. Karoui, 2006, Paper Presented at International 
Congress "Marketing Trends“. Venice, para 23. 


A-aJcJJ ^£lLall jfr ià -a l l ulAj^SLaj J— alic. £• V J^-ûJ ‘Jj-l?J Jv^ 

*JL±AA ^oli] ÔJÜ 2 JxikJ Ajjbkj'jjM lq-i-û j-^alàxJl 4 jiA jl HIaJL» jfLoJ La£ tAAüàJl 

A n ..i l l jl 4 _uL-J 1 l^-La^ ilAjjC-j klilSlaill ^3^3 ^-Loil 4 j^SjJI aJu-J c^-L-uVl Jlo 


jjc- ^Ljaà 2>^J^ 1 


*3^3 


jjAaUJi 


A-a-lik 


ç. y* Jla Lla^)ll fùC. jjJ) LlKc- 


.£&]] Jula j A^jjSJI ^cUj^l Jl* ^ AjjLali ^>—aLi*JI 
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CjLumJaII ualLali 


jUa_û ^^uÜll Jjl ^1 ‘aI^IjÜaII ÇjLoAMüfoli ^j-a -i-lc. Jl A_i2.iiàll J!jL-u-!^a1I £- ÿuj 

*- ftlua Sj^j*JaJlj l^-J-lJ sl^C.^j jl£ La^-o A^-liâll A— u-j^a 113 t ji>\ jL*_o J^o _^J| ^Âxj V 0^*"° 








*LlâJjA]l à . . I . ^ ^£^|y 


0) :d_ia2âÂ]l v'‘)l.àt..i^al] Jj Lu .ll >oi jP^Lïi tAjSloJl Aj^klj J^û 


Jj Aaiü-o JjJalia ^ AiJ j ^uil uüj ^ J- 0 -?-* :A2mi1mJ 1 <jjUâ .1 

^y> 4u— j ^-Jaliüj ^^211 j AjâAjill aL - iL.iI ] AjjfâjAll Sjl^l w Ag . } : > jjJ Uâj Igjjtjjj l g l i àu. L'i 

iAjâAlÂll AixuUJ AjjLkÜ]! A^Lfcit ^1 '.Vu ni ^JjliLo ^IjjVl 

A* j >5Ld l jl jljâl A c-^o^-a jl ^gJ] l ^ruSl -o ^Üll ^jLiiil ^ : A l ftTu .4A. i l ^jLÜSI .2 

J;1C. ^1 û_^I)Lia ô j^fctaj l^jjljj ^ û2a ^SJLj liljLLjj 


AjâillÂil Aaimjj^jaII A^liâ 


« > . ..û , *i ; Lû^i 


J^O ^illj >. 4_û^iAll JliLaA^Jl jf L^a j Sj^kJl A^k jù u.u^ jw » — jJ-liîll < a — ÎSLi 


l AjaCj > — Â^Lwko Jl* AjC^Ja^» jjjU-o ^ 5 -^ cliU;U*Ajll oLa -laixjj ^J] AJ^J 


v— âjj— aill J^ al xuj i^lc. ;j£Lü .^jLall jgl x a. i l j^-alic jjjU-û ôÂA Jjl Jà^tj La jaC j 


LiLjàl JIa- 1 > ~* il j ’il »X\M aIxa Alull ^ ^_^_j 3 jail -LL-ûll . (^Li . z) Aûj ^j\ jaa_ ojlâ ^jl - «-- -j 0) 

.230-195 3 u-kUJ» a^L* 
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4ii C iLuJlc l$J JjaxaII 05 01 ^ja IjIaÎC'I J-iUL' Ajjliall A jIaC . 

<‘< :2uM jUJ 

j? * * -/ 

07 ^J L-xai 01 ,,>« 

*E J] A - 

• lA ***L>N J* - 

à ift^'âw à , -i . .■ j i^ l i liillj 

j-^alixll l^. il c.1 jUkjl l ’ ûS L ft j ^ 4 jj*-a j^C- .l-iC ^Jj l^c-^j U .I -N J.luLl ^ .i L jSxaj 

3.1*2 l^j j^*uL J' . nrv aL^ 3 SjÜil 4-oUy j^x^vvj ^jjl j^llâll :4-Aj|j2l ‘Lali'îO (jjUâ -1 
‘Lplxll jj-iUil! ç'ÿ jii f-lL ^pjl SjUxaJI vJjLûAâJl y^La <i-j 

v r j Uar> - o ^ya 4 _JjLLj ^ jAll AuC-li^aHj 4_) jlajjl j.l<2l £ jiil jlA j.^Vn : jjjxl) .2 

1ê jA J ^j^ajVl Jj* û^J^ 24 - 0 Aj^Luia .^Ic- o^A f\su ojlfij j1_1xaJ1 j s*K*all 

0 . 1 a. S JJ— ai CjI Jjâ SjIc. Aijüj ^g-Jakjj JjjjIHILj ^LuaVI l$-i 2 JL Lo£ j>i4Via JX— ) ^lllj 

oJjA^-û ojjÎJ ^IL ^jJl Ajiliiîl Çji j£..axa 11 > £ jj ^ :4aâj^l A-aliVI (jjUâ .3 

<£» J-JI Ja Æù jod J» *Lj*£]l J >l±Jj SçlJaVI J £Gÿl ^liia. J* Ï3U) 

Sl^la.1 ja ^ill Aj*xUa11 .Ij^aj Jjûâ]l JaC ^$Vn j ^jÂajxJ' I^J Laj^Ul 


.lO^ua £^jo . v ni » N ^ 

.290-287 .^j-3 ^>a i^L* £a.jA J ji^a ^ 
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jJui]) Jla $LaJI £tk*-i J*- a£^ 1« ^k*i k _ s i c. ^IÜj La SjIc :Ai jaUI .4 

'-ik oj^klall jliljl^ll ji Lljljüaiîl ^3 ,_ûajV' J- 3 - 1 j' A_ôjIjJ| 

fc 4 <\ . jj U1 JjI^j 1 g 'A W \ J\\\\ j 5Jj i** <1 â\ .. )^| ^ûLisll ù2Jb ^* 1 ..m jj l"»I^ 1 r>.i\ i 

l j aj-aiAi ^ ^cljjj ^-iC^LaJl ^ya v_jjaJIjj AiJaLjjll j.lallj fU»J :A-fJaL^ jjjUÂII .5 

jil 4 j— J liall ‘Li-Ja'u^ll 0 j *h\ j ^-JC^-aiL l& j. jflj/; 

AjjAxkl J ^Jxll A.ja^kl> j ^L-ail {£& <nx^ ^ JjjLiÂJl .6 

elilaYI ^ j> vljLû^âJU j^J La lillc-j t c IL^ l.^V 1 >■ fl.lg ; i^lli j AjIjjAJIj 

S^ aLa I]) j ^ül JjL-jj AiUia'yij ^ jAill ciLiki) oJuC-j 

- V^lj . /jjA-'iUall A-ali^l jlat— jî Aj— ; llaJ jiaüj j.laJ\j IAjaLu-J) .7 

7t-a— u <? MOTEL » ^kA l^-»-axj 

!ajj>/i^ ojj3 ç. 1 .ksi <_ 3 _^>kll La lail& j l.l$J j-ü&ll ^ ■■-> >^- 1 -. : 

c Àj.<-iN Jla J— 1 aà 0 jÜ3 cLiai ^j^^jLuJl 1 $jJI -jLj I jJjUÂJ) .8 

SIAjj&j ^-jlxJVl J ^A^La]\£ A jL . r Jl j 4j2joU JjL-jj jàj J . .l Üal» j i ^jlc- 

i^ÀjL 600 , 3 * ySS] J*-aj 23 ^1 ^jU/u.iVi Ailkil ^ jj-ûjü : 4a^UuiB .9 

îAj^üLi. Ajujk vljlj ,j£Lat ^_3 La o2lc j 4 ^L-üV' <— &41£jj AC. j*-i l _palÂülj dlL&j 
jLa^YI Aj'ijj ^ »>» Vi j ^_jU2j]I ^I^jI j A-aüV (JUJI Jj2 jLHL :*-jLui*3l 10 

^Jl wi»2^J La j2âJ ^ 6^“) v 

AiUail jU— iVi .^-fllîlJlj *\àj\\ Jia AucLak-l J AjjL-û) >-Ü2A' 

‘^k»U- 2,I 8 Jj 4 ^ja wic. ^jl o^l^ll <âj*U J^aJ s ? ‘n% A_u\ aj":..iL/l 
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AjjaoII 3 A jli> Il j sJl (^LllaJl ^Uj I CiLaÀaII . 1 1 

tAjjl- JaA ji A tt i la c' 3—1 Ai^Lu-JI jûL-o^u çIau jj^LaVI ^3 Aj j^iil 3 

AiJaUjJlj Ajfial! klib»AâJi 3 ^ ’kunll v — ^ *L^$fülj oLydl£ A_alx. Jjâ'^AJ ^ 3 jj 3 

.^cJl 

AjSiîifl S 


A^L-uJI J 2 =kj .^2 iojljAA Aj^Lu-j A^k 3 kljLajLftlU jj' 3 ^ 

. AjLk-ûll Ailüiil ^23 Làl jiiJl 3 r li<dl ^2 g- 3 IL J AjLjâVl ojlüi ^ j^Sf' 

jjl jakJl ^Lal & l Jj'^j Aj-*aL^ 4^jJa^il 2\ «d-nflV I ^2 ^Uaâ AjISLaj ^Üjj jji ^-^aLixll aAgJ 

ti]l.ül A_û ^£^ jl ^ 1966 Ag_^ Jjî ^ 3 *-} j) u" il mxrtll S., S .- nVi ^ I Aj A^Ij^Ij 

^.L-v-aH ÿilill J-a %1 (J J JJ V AjIajIc- jl yt- ij-lkijl IÂ^j jA 333 .il] S jj!*_û d:lÜ3 

J»lii J- 3 J-La JLo LJl^ AjjjI jsJI l$J fj£ I _yü]l £JjLLoll j* ^Cjlt y _ 5 -lC' 

Aj jl$LiV I vlL/LaaJl jtLial jC ’!L*ia2 ^Uakll ^ oAjA^ AjSj-oUjJ j JlualuiV) jj.uVil 2025 


0 ) A^_a.^ jjlj^Jl 0 j j— o Jjj 3 -ijj] 


'sS* 3 Jj'jaJ' ^ Acl J ^•t l- U .i £-Ua2 Au-ij ^2 vl) jjl c_lil 3 a. £Jjl (2012) '-J jC ji2lj 
La ixwjjVl JJ-H3 jjl jrJl ^2 ûAjAC. *ljlja2 Ij^AJu -_s j£- jÂ]l ^^iaSM 3 jLuJI k—üL^Jl 
v. i)l >11 r-'-J—Jl ja! Ljj^C. Âj^^L-jV ^ jljLJl aj3— a ULa ( j^5o»jl 

Aa^'axJI AiÜjjl j^aâ ^-jjla. jIâJI ^ j-a v*! N .% La ^^Ic- jjl jaJI ;_£Làjl ^ JIûIaII 3 

^ J-Uaill lÂ^-J ^^-û’uuAl AÜ ^2 J«-^J 


-105 ^j-a i^L-j ^ .(2014) ^ill^C. 3 J ^Jl— a 
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^L-l&I ^Âll J A-nÜlj AjCjjJlj A_lo£ J l Aj^lill j* l^kljjj AüAiIîl]l Cjlc.lL-ail jC- 

Aj j*unx,W ^i^Jlj Aj— ûjjJl ^j| j)J\ Jj- 0 *_£j^S^ jl-lhiJ Aj^olilll Clslc. lii^allj ^JjjI j^jl 33-“*^ 
(j-a jAjj .^Âllj A-v.>il j AjC-Uaâ A_miL«) v_j'u£. .—üL* IjjâJj il A jjCj A_£jjll A-wuJVlj 
jjl j^Jl IaIAjjj ^üJI Aj^-LioJI a^uLloJI jl j cl jjV’I 3^ *2j1.',;vî.J Clid. j^a Cjljl.aVi.cVl ^aUII 

^ .Jlx^ajVl j f^lc-VI C)\j.> ^L-ijI > t» ÂiL-al LiaJ j^-3 1 ^ . A^^C. ’wol jj j4.>»Vi V 


v- jUx a. l l lÂA ^-3 J jL»J .AjâAjiJl CjL-u-j 1p2l ^ji cl jjV‘ 3^J*° '"Ô^° ^—aL=k. <3f“ l '*-°^ jiàjJu 

LoA j j^jjlsk JVLk j^ ^wLuJl Uaül CjU £j* ^l£ jjl jiJlj ^S-lii]l ^Uaiîl ^llj t _ s Jj 3_>-a^* 


1 ^ \ j < -C ^**4 1 AjâAjÂlI A jiU-vti J jM j-> U * 4 s* \îé\ l CjI— u-jj-oII 


LU— DJ 


A_iâ_iS 


jjl jaJI _ji AuâAliül CjL-*— jjjül «■ AaftjS : V ji 


^Jj s. in. Ai cij=kV ^ *>> Vi Au3Aiill CiL,^.>g]l iJS» jl 01 ~ 99 jjjla ô* 54 S^Loll jjCü 
cAjâAiill C jL« l u i ^J l 10 j j 2000/46 j.uft.illl ^j^jaII j^ 3 o^LaJI aajCj ^ . — ij j 

f jjû IaUjI j (*5) f jdÛ ^j-lod. Ia^IcI iv_jjj Cj— (Jl^-a ^ 1$JJJ 3 

jl o.lxl j Ajjj J-ljôVl i_y a*j lLux. .AuâAii]l A— ucjaII £■ jôJ Ujj Jlx_all IÂA —ftljiu À] .(*0) 

CjU-u-ijaSI v in—pi jjjlaua 130~ 2000 L gÂjjjj31 ç» j— j jaII -Axj Lciu ^ ^ .2aàâ CjVIj jl jjlÇj 


j3ol*Jl tlAjJ^JkJ j v^jijl t A£ jA.Vall CjL^LoaII 3 ^ ^-ûl j^ 3 ^*^ 3 lAAiiâJl 


jxi -^-11 fl jîl—' il Ad. AjjIÜû L*jj jL*_o AjjlÜlaJl ^_JJ jll jl Laj^C iâ^>Lj j tUjjt 3 


CjLJ jjll AxaJjl^S'l .jjljaJl ^ uuH ^Uaiilj ÀjdjjIjIuiI .(2012) *_jl je. jj j*jl AJC 

.149-147 k 8 «ajjL-WIj ajc-U^VI 
.147 jd i jjl— j-» . ji-^> vulCl 
. jçLc .( jjIjj 19 .1999) AjjjI jaJl Ajj^_oaJl 

. jjLc .(^>c jL> 5 .2000) Âjjj' j>Il Ajjj g .< »>l i ^ 4) 
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o jovial! Ajjj ^.sVl s- & u * oll Afutillj jjLolxIl j^aJfcJl J^lLdl 2 LljjIj]I 


Ajâ^jill CjL-u-)^a]I £-l^j) jS-aJ fU .Ajjj ^^^k-VI »-illk-a>U A } ,, i\l L j^lül I^jjjIjj 


(,) ^ ^ Wuj jS1>» 


10 ^ ^ J>&\ ^ULV VU^Ij A-ISV * 1 jJ Jk* ^ :<jjUüi .1 

.^Üi-a-û jl (*0) jj^ f_^kj 5 lAÜilci *-ilii-ai *CL-J «-JJ jj .'—fl^C. 

(*5 ) 3 (*4) ij\ JjjjikV' jjfllwaH jl jjc AjjIÜIo Ifriiu^ü jjjU»û jl U ^ac. Ji^Ü 
AtÜ *AjUJI j £_ 1 a-la 1 I tA-v\>Vl c^^>xAl *U- 1 ^ -i _>?•>: *- flU-aV I Ajjjj jC jljjjj 

JajlJü CjIjL*JI v_iâl 3 -a jl US» iAÎDU]! U)U1ij AjjUall <1 j^U_û]I * djl ^Ja\ .-k aII /^jV jll 

s(*3) *. j^j 

^Jj]a 4_ilc J-OJ j 4-ûSUll jj^Uail £jU s 5 ^° ^Ijj) : jjjjllJI JJj jl Jjj^aAI .2 

US .^jj\ ^ U^l jl! jjl J&l *— ijC- 10 ^)3^J jl C J i>J .£ yLa 

< m 1 >J *4j3 ^>3 jjj I jl * 2 ^ 3 ^ *’3xa_« j ±-)\jaj clil jU-JI Uü jjA AaU»* ^_5 jk_: jl > i->j 

jl (*1) UJ jaftUa ^jAall J 3^ ^3^ -UjUa^JI Æ JaSj aIx^a! Ujjâ j_$5»J ù' 


! (*2) 

AaiS— « A aJjJ j 3 jJj 4 _ûS*Jl jjAaUoJl £jU Aoixa eljjl AC ^o^-o :Jia*JI Ajjâ .3 

L$j3 j3jjj jl ij V j U)3l!iil Au.üj^) 1I vliUa» jJl jâjj jl > iv . aJjIc jLi ^Ic 3-U2u 


*2000 <iui jaijj 11 ^ ^j>o 130-2000 fâ j jiâjj (»>■“ .>« •(jph 18 *2000) ajjjIj»!' Âjj * > g ^>1 ' 


Ajj aj.Aa.II •Ua*«j 1I 0^J_ < ^il .«iilj Aa v_jjj 4 A Viàll ■" il .m.ij^l 


^ j < m n 


.45-3 *35 
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Aj-laLjll dlLiloll ^jC- !>LJaS J jSj^j jl-l?A S-^aj>l..^ 

i(*3) Ji (*2) J\ (*1) U uili-J j 
^2 -ojj a£j12uj JUl J A jiS UI JaU^I £ jU êIjj] JSjA ^a : 4 a^louJ I A-aliVi .4 

l$-ijljjl Jjj j' *.. >>jj <2 jI jVIj 3 j$ ■>* (iLi J ^Ijj^U ^lûjj .j-aLâ JU> i 

ji (*1) a!£\j J <-JJ jj . Aj jlaJlil j ^.uJaljjll ^liUaLîüll liSj Ajijlll JjL-j j 

‘(*3) J C2) 

U»jè (6) Ui— s Je. J ai • “J j A_nS— Jl JalLoll £ jU. £Jj c-IjjJ JS^A jA i^JjJI JJJ' .5 
jl (*1) U] J AjiJI Jjill ^JJ jp .^lf*-all jjaâ A^aj ^jJâJ £_a JaS f l Je 

K*2) 

US 4 jftl Je. ^U*-all jjiaâ A-LXJ jà^Jj A3 JC. 15 JJ 5 Je JuUj : JjUJI JjiSI .6 

~ tiui J Jjill olA *_JjJ .UJ.iC.Jj ry cu AJ ji Ajjlpj] ^ Ula ll <" AjJfcj ^J-lSJ A i Saj 


ïJa.1 j 


jl Œ> UJ 4Ajl;. Jl jl AjjaJI a\I J Jlj jll JI ifc *.|V J*_o JSjA jA : aUL-JI .7 

i|*2j jl (*1) m J .J— aill ji jJJJ ji ^ Jjii J^j>Jj tUujpa JJC. 

^_ijc j jLij Hj3ua 3-° j Jjj j Jpk.1 j jji UL-taâl SjJ LijjL» ja.j>j : c j^L u “^ JJaÎI .8 


SlrJj >. à : . ■-> J Jjiall w_jjJJ *10 J] Api <_flj*JI JJc .jjâJ Vj Apjja 


jl ..iftlL l$jjj-Jaaj tAipÜ <1)1 jjg Vn ^ U.ilU A-aJslÜa A_oliY oLi$_« ApxLap jA : ^ i ^a! I .9 


jSUVl J ^AjÂjI b ^j-aS. JJ .0 j JaLJl fJJÂjll UjUjC. j 4 jISaJI JjC. J ^ fÜj 

<JjlL-ol Ul/Ip J f v}â A l l ‘-Jpjd •UoA^âJ vj-ali-ail ^jx-ÜI v jAa-all ^_>Jj ^ j' A jjt-Jal l 

‘(* 3 ) Ji (*1) 6- 



21 1 


cjxjj tA^l^ll Aj.,->.l.uJl ^ flÜj :4 aI A I vk a .10 

^ç^all Aolâ jl AâjC- ^ya oLl^-a ijâfyl ^ic. A^joAa <àj£- ^ le. jJaLaJ j'i 
. A^l J s i\*s» v"^^-y<a ^-JJJJ .jS^Lü ^ -y .^1 3ifi V 1 j A-JL^-a j' Ai_)C- J 

“2000 ^a 2 S-LaU Ixjj S A ttira a û jL2ü AAjL-JI Ajij.liâ]l JllL-aa^all ^ja £- ;j£ J>J-ûJJ 
Ajjj ^jajj J ^ai-liül A— ua^ali s _ 5 — lujII 3^-^' Aie Aj£^aJI *La.^ill ajLallj A— a<L il 34 
jlji ^AÜ ( _ 5 le ftlij AjaLuüII vlsLaljAll A_nia^]l A— u-jj>a] 1 cA_ia 3 ûjlail UiL tl^-oL-üj . l ^ . tt yu - zal 
30x20 ^>-Lsa ,ja ,jSLiJi Alliai*-!^ AjLuL^ ^jli—aj vJjljLill a AA ^lilL-al y* AWTi .< ttn».nVi\l 

aW^aH diULull Lai jL-a‘'J\j ÂeUlall J ÿjli jjjl (jjij '—*3^ L>° l$3al^ jiaTi..t 

La£ AaSAliH A— L-i^oil £- ^1 >jj LuJle AijjxaJ) A-atilxîl ia-i^Jb ^j^Sü 

A j A ivftll wjL-*^^a]I l Â jL^il jLi :(1 - 4)^ j Jfui 


M A 




H 


J Jjkl! J> û Uitl l J^' Jjâ Â**U-J\ -AUliV' JjUâll 

ji a^jaIv 


6ft A 



A ta 


ÂaI ji-V» -Uaaa AAfcJUJi ^L^JI JjliaJ! JyUl ^liUJI JjiJI 


Âjâ.iiül > *û . A i Jijl jLi AjLL-al ^ ^iaj ^2004 *Ll* 27 ^ r- j>o jl jS" : j-j 

<jj j4*yl ' •üdui ^i// . jjUj 23 .2005 o jl jj :u_i^>L a 1> ..* \ > ^jliLuil 'â£j 

.23 i22 ^ i07 *^>5/ >;/ 


i2000 Ai»i jiijj 11 ^ ^j>al34-2000 ^âj ^Àiftn .(^ûjj 18 »2000) Ajjj\j^]' Ajj^aail 
.56 35 tAjjjl j*l\ <xa*u jil <p jl AIuaJI o jl2JI 
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Wi 4 \ ■ .i j 4 A lâN 4 jjaU 4 -v j\s,„W -j ^~v \1 1 > \f*- y . kûjLuJl ^Icl ^3 

SjLu >.. 4i$t j3 .AijjLkjY'j AojjxJI A j3A ,ii H A— v ftw a A ja . /i £-Jajj 


^ \f- l ^ ô «\»* . '-.i 1 t -^ J \\H ». f. l i 's-\\ J ^ jj ^ . .i ^\ \ i 4 »a >\o\ l 4 


u» ^ic. jlalL-j 1 60 j t-jlall j1aÜ-i 15 3*J ^^Ic- A— ^=k3xJ A^_aJl 


l$3j*J ï ASAiâli OÙJUQ A— i— i^-a' j £ >i Liajt 3a2 i^iu; ^-ûC !iLjaâ 


15 — 85 ^âj ^2ü Jja Am* jJSLa" :4j^ 227-09 *âj i^aII ^ 3 

0-1A ( _ 5 lc. ^jJAJJ 0) . ^a^-âlxjay j Jpljjll Aol^ SU^-û j 1985 JjUj 26 ^ 

^ \ ^ 1 » 4 '.a\U \ 1^*1 . 1 4 a >*<qU oJjt^a 4 . .i . «i ^ 1 \ci 4 »'< j> . >i AisV SjL2j ^ \1 

iAia— »al' dll j4g- > jJ\-J VI l-4_^ûC uj^ll <_JJj]l 0^ ^3C. liôlâ kl$-i2 aIj jl.L ft Jl 

V '-ijC- 10 ^.IjbU J— *i-o ^-a -lal J Jl jj-Lû ^jialiw ja £a -la'j dijl2lû ^Loa. jâjj i-i >i j] 

3^1 j) (3 jÜs JS 1 JâVl l _ 5 -ic- ^jojjl ^jiJaLa.^ïj Jj^aLaA £-a k A—alâ. CjLaLoa. ^lc ^ jlaj 


(2 > .(*UüU >! <, JU JÜ 


Ailla ^11 Alalll f^Su .AjjVj Ailla j AiaJ 4 la. J Loi AiâJliill s flji.A) ^1) 


(*5) < _ s -i) (*2) JjA <—jj^)ll clllj Jjjliàll lalxJI k_jj^ll djljj Ai3Aiâ]l djU-u-j^all v -llnl) 


k_üj l^â inua Ü o3lc.L jÜ j *(*^) j Aia.U— J\ ^ljLali*y'j <J jfi 3 


^-»ii 2009 al- jajjj 29^ ^j>> 227-09 ç»â j ^Âiîjj 1 ^2009) Ajjj g . a>] i 

-V>aj j 4jâ^iiil 'JliUa M !^ai\ 2000 44—1 ^ ^ 46~ 2000 j^aj ^ .uiiill 

.17 J9 ^j J>aJl 4j j 4 ;.^..I Jl\ . UJ^-xl— 1 / il jîft '!£ j IAjo — >* Ij-ailâu 

la jj£ J04». >2 0 09 JIA u . J. 0 »■ jl J§ 28 k2009) AaluJl J 4j4i5ij Aû'^^ajiJ' Âlo^' 4 j'Jj 

“17 *62 »4jjjl_^aJl 4jj ^A>11 44AU!jll .43Aiâü aitai) ^küjliaj v'iljîj ^ j 


.19 
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jll f . jj*Ul A— il jài ^ ^ij la£ ^ j Ajjj ^3 IfrâjJu^xj JaLLJ j) ^Ic/' 

JalL-il jl s _ ÿ ic-i Ajjj ^ AjS-liiîl A— u-i^aII >. tyi./i'i o-ilc-lj Ljaj'l aJ&J A- yLl a l l Aja^jiJl .Ij L . l . 1 jjJI 


( 1 ) 




^ 3— :jj2J JaxaII 457-05 ^juiull ^jmjjaIIj 130—2000 ^j^jaU lâ±L 

: La£ JfLi£ AjjV jl! j Auila Airkül jjlâ k ^jL-U 

(JjÜaLuullj k. flK^H :j^a ^JSLjJJj 4*L^!_idlj k. iK^l jjjj]! Ajilajll A WlH Lljj 


AoÜl^lb k À K *2! jjjjll Joa* iojUkjilj > ftK^ll JJ j^Jl JÎLûa éL-ujj oj! jj A_j5Aii]l 

A_niajl! aJI£j!J flaJl jj-l*Jl *Aja-uoJlj k_ài£_a]l jjjjl! Jla* ‘(a^-IaI! AjLoj*Ü A-oUJl Aj jj.Lû]1) 
Liai 4 AjjV ^11 Ai^lll Lai .^UlaVl j AB-liüJ A_nia jll Aoll jjJoàll JIao j ‘AjjJ-uJ! A-uu~ill 
jJ-lall ïL-ujj t Aj ^ L u JI ÂjjV jÜ Aj2uAa1! ^jjjjj jl A^U-kü jl! jJ-lftll : 2>° >J ^ ^ j ^IjJl 
jj .1*2! ïa-ûaaI! Aj'-a^ü ^jVj! I jjAaII ‘a^UJI j ^jknM jJ! jj.i*2! 40 jlyiill ^jV j]I 


Ajliajl! Aall jj-ljil! JIaaj * Aj^L^JI vIjLjiIjûB Aaiia^JI A—*— ijaII ^UJl jjXal! JIaa ^A-v.^ 11 ji! 
) A \c. l..n Jji Ajjjj^ j\ Ajâ^*_ô s AjSLûj s j-ai^Jû > ! ^in l J j m ’<-»!! ! )*\^1 « > j . ^ 1 » ^-> \ 1 j 4 a ViôU 


(2) 




aaI^jS'! .2001 Ai— jj!j^ 3 26 ^ jl js 28 42001) Aj.iili»jll ac-Ll^IIj a^IauJI âjljj^ 

Âj-w SJjj> 1' .^JJj ÂAliàll . âû.Ai! AjjVjÎ! jlaJIlj Âjilajl! Ajail Âj^ j^Aîl! ÂjÜIjil 


.15-11 kl8 i4jjj\jaJ! Aj j jg-aa.ll 


i2005 Aj-* jj^a yi 24 ^ j^o 45 7 — 05 j \kàn .(^^30 c2005) Ajji'>Jl Âjjié-^ 1 ' (2) 

*■ â/urfi) jjjI»-» 4i^j 2000 Ai— jjjjj 11 ^ ^ j>2! 130-2000 ^ j ^iiâüll j-J l Ji*j 

Ajj jg *^>!1 t5 »77 Ajj^a> 11 Ajo.^jll a4j_^aJ! .siii.2 2aj_^ij l_Ûj ÂjâJjîl) 


.^3jL- ^ ja .(^^j 18 *2000) Âjjj! jaJI 
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-A-aiU .^l j tA-uLnaTj 3 j£.la il.lC.jj l<$JJJj J* l$£- ÿ La$-o *S4^ Au-uu y* ^JS ^jolj 

^ic ^ja2j ^ill aIu ^Jl" :l$j ! — j 133~2000 ^ \)iïill ^^u^]! ^ ajjIjII ojLall ILL 1 $j 

cA^lx-Jl ojljj £-]'— a»® t-i^uUj .^13) 0I4 ! j£j ^^"Aj».ii> J ^jjljjîl JJC. a 

LaS ^ . j^-ÜI ^>4 JjV' £ ^J-jSfl ôL-aâl Ja.' ^jJl l$Lc JJ jl Aji-lii A_^jjj J£ ^^Ic. c_iajj 

<j-aïj v* U%, JjlaJ Jui ^_ya AjC-Lui jiini'i ^1 >2ll.l£ AjSJjÜ! vJjL^j^a]! ^-Jaâu 

^jjjUll Ija ^IfL^i ujlülà_a jjc. Jjâj" AjL 01~ 99 j* 69 3jLô]1 

(3fia J^âjj .AjjLjaill Ala^2Jl û'j^'j liJa S AjjL-ajiV I Aj51ja] 1 ,j!^C.l SA-^Iuj 11 ( _ 5 -jjLi 

^ pl J ^jâlc.) Alla. Axa ^axll SjÜl u-lUaj 70 O-lLaJl 

>!>]! <> A^AÜÎl ÜUall :LÛÜ 

^J! 3 jLiV I J-laJ . ,3^— aü-aial j ^LuJl Jl jïu.V AjjUjTu.iV! 3j4all JjC Aj3Aiâ]l Ailla]! _^jxj 
AjUaC-J Ijbk j 1.1a. \ ’ijUi Jj\£ cAjÎ JJC. L—a 3— aâ. t jj! jjJl ^ ^iijill ^Uaill j^iaj ^j! 

^Uâj]l ^ 1 Vil! Axj J i^alâjl ^Uaill iJjILû ^UJ! ^Uaill 3jiaj — 1 y n.a» AiVu^ll AjaAVI 

^iia^ll ^jualàJl ^-Uail] jJla-ftJl 1 ilA ’t— i 1^33— J! iL-aJil Alaj>» jjljaJl J^âJj ^£1 jjJV 1 
w^iAiàll v-jjlaJl l^jâ Laj AjkluJl lq . uu . â Jjlc.UaÂ]! Jj$, £*J 3 JS-jj jLqjLui^U ^jiaVlj 

:^L Lo£ 3II jjJJ ajLiü]! AiUall j>Uj 2011 Ji 2007 3jjâl! ^ Ail 3 ylu^ ^ 


*2000 aûü jjjjj 11 ^ £j>° 133-2000 ^ j •( 18 »2000) ajjj! y*l\ aj j 

Ajj^-oail Aj^..i_jl) aJJjall . ylllj «LjLiSjSj AiâJjill ."J ..i..^«iilj A^alâll •* ■ j'^ - 3 jSjai! jljc! la jj-l J Jaj 

.55-48 J5 iAjjjljaJ! 

•Jil- •( jA? 19 *1999) <?jil>]! ajj^I (2) 
AjjLajâVl ^>J1 .AjLoII Igjljl jj! ^Ic. jiljaJ) ^ AjâJji]! AâUal! jjiü jj! .(2011) JuxC. 3 juu- (3) 

.274-259 kll cl y ft vK . . AjuoUj JJJ-ul! fjifc j 
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wflU«<*fcU Ixjj A ii.iU n. «V\ J <_ji AaS.ùftll ujLmmijaSI £jJjj .1 

2011-2007 o jjÀU Ljliâ ».u«a -(2- 4)^j J j-i^ 


2011 

2010 

2009 

2008 

2007 


JJP 

jjc 

JJP 

jjp 

jjp 

jjp 

jjp 

jj— 

jjp 

jjp 


5 >-V» 

JJUÜI 

Sj-fo 

J 4 U» 

s>Ai 

jjUill 

ô»W 

jjUâH 

5 >-VI 

jiUM 


4948 

13 

4948 

13 

5455 

13 

5455 

13 

5455 

13 

*5 -Üu 3 

3750 

64 

3560 

39 

3950 

57 

3743 

53 

3743 

54 

*4 wilua 

13180 

60 

13090 

77 

11700 

152 

11601 

142 

11225 

145 

*3 ukiua 

8070 

74 

8070 

72 

6044 

148 

5843 

160 

5843 

157 

*2 uu*a 

3804 

58 

3804 

58 

2378 

101 

2378 

99 

2378 

97 

*1 ÔU 3 

58985 

915 

58905 

893 

56856 

680 

56856 

680 

56356 

674 

*0 u&lu 3 

92737 

1184 

92377 

1152 

86383 

1151 

85876 

1147 

85000 

1140 


%£C 2 

%70.2 

%69.2 

%68 0 

0 /o67 0 

j ji . ** 

îjJki 

— -■-; -;rv' ' 


jro m http //www ens dz/IMG/pdf/ToiirQ7-l 1 pdf, p ara . 1 .. 2 

iA-u U/u . ^ ! l^*Î3ula £-a (*-') ^ J ô* CjLa— i^aJI -i-lC CjLu j-o 2âa.2*U 

j^iâ 39 *Lc ojia aj 2 jLu 2. i-lg 2 (*4) 2ji 5 Aj34iiJt ul>L-u-ÿdl -i-Jc- c_jJ 


Âji-liill 2 jL— j jaII ^liâjC- '-alu . lu—! AÛjIj Àkmju.V 1 Ig'ifllk ^JLu 2Ü2 Ju» c5 i& j 64 ^J] 


2010 ai- iia i^aiLj 2011 J\ 2007 ^ ÿ (*l)j (*2)j (*3) 


kOLj Lu3 ..UaII ^ HiloJl ^jJalÜôVi 2Ü5 ^j-û ^C_jîl Auj UjX uiVI Iguâllo ajljj ^ A3 jIÎaII j 
l^laUal jl IaJJxÎ Aj— ûltj Ail— a-ail jjC. jl (*0) 2jlj 4jSiÎAll .JjLa^jpJl t > _ s Joj Ajijj 

Jjî £_a Lu—û llljl là 4 j3j 1ÜI iliLuto . ^ aU ^J’uAi.^1 £ ^ a > a ! I .jl j»lc- ,J£l2ü iâa^U j .Â-u\» ju.iVI 


2 jI— 5-iil Alla ajx}$\ Joi-ij Alwû Jjî fS û jjj£ A.^% Jlau lg-La AÀ1— xJl jjC. 
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1$ ftM lai U-u 4u\*u*ifj\ l^uâÜaj jjljaJI AuâJÀ&fl £jJjj .2 


: 1 $ lj» . l ü ^iallal Ixjj Aj3Alill 


2011-2009 5 JjÀll l^HaLLa uwa a_^aIâ] 1 £jjjj :(3— 4) j 


2011 

2010 

2009 


JJC 

«liLubM^all JJC 

JJC 

wjLum JJC 

jjp 

«liL*wi jA) jjc 


ljJi\ 


ijuù\ 

V4Ü3' 


4jâJji3' 


52445 

784 

52085 

784 

44905 

801 

Aujù^Ji\ 

31322 

284 

31322 

252 

23804 

141 

4 ,\U .».« 

3770 

57 

3770 

57 

11649 

157 

AjjI 

4111 

45 

4111 

45 

4906 

35 

L>«J 

1089 

14 

1089 

14 

1119 

17 

Aj^lUÜ 

92 737 

1184 

92377 

1152 

86383 

1151 

r -t -i T(l inff 


from ht:p //www pps dz/IMG/p<lf.'Tour 07 -l 1 pdf. para 1 

Jâa^Llj i-fc 4ji^iâ]l CjL-u-»jx]l ( ^Ama ji jJ jAaJl iâ^U 

<JÜ jJl ilûlS l^lo j! -Jâ^yb Ujâ .4ojUiLxV' l^lâUa ojljj ^-a U-J& ^waâllj 

^3 ^-aaljj *U^L-a La 2010 -lia 1.1*. J4 j£ ^waâlTu] JJ*JI i* .J.~v ,jy» 2009 AjjIjII 
Ua j ^ Lu Ij^iaJ ^oll 4u3.iiill >. "> 1 ..i m jpjl jljjjl Jô^L Lû£ . 4jj I» I frU flU a 


^ Wl . . M ^3^ 4 ' ' 1 » . .,V I 1 1-» ^ i . u \ j j,.i^.~i ^ JAxli 4 i . ..\1 1 i 


w " f -■!... j_cjl *' A "' ' ' ~ a ‘ - ---<1 1 ^3 4 nî-*l .*1 1 4 -x. ) i . nl l ln ^«^^*11 ^ ^‘<1 U 


j .4jA*.xu.^}\ l^jSUa ^-aâ'ûjj 2010 Jlc JJaJl ojijj Hi3 jC- ^2ll j 4_j ^ a=J 1 4j3Alâ]l 


ûn v- ft jttln ^olj iljJC- Ajâjifill vJjL-u-j^oll Jâl j i Aillai! AuîJifil) (^jL-ui^aII <■ " i ^ . * 




>1 jaJI ^ A-iâAiÂJI ^LUl J JC £jjjj -3 

:^glj LoS J4*J jl l^_i2 ^uviLoll Ixjj jj!_^JI ^ J ^laJ £c_uJa^j /^-aJ 
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2011-2007 5 jüll >!>ll J œ :(4-4) fi j 


2011 

2010 

2009 

2008 

2007 


5484105 

5185231 

4971372 

4750796 

4546085 


845367 

754103 

674456 

595747 

573855 


6329472 

5939334 

5645828 

5346543 

5119940 



Adnpted, from. Tourisml, by Office national des statistiques. 201 1, Retneved April 2 3 rd , 2015, 

from httpV/www ons dz/IMG/pdf/TourQ7-l 1 pdf, para 2 

4-Uiûilj cl yx jjI j+l\ ^Ailâll ±±xl Jjlnj ^jIjj 


g J^l ’ J» J^al^U j' ‘ J^uill ^ ç^2l ^ OüjjI 

<a rt\ i 4. i*V»âl l »\l l J W*\ 1 A ■ . .i « \ l •. . ^ Aw V • 4 a iQ <d l 4j^jl^2kJI -" >i il l y\ \j u ^ \ i l i I ^ 

:^JI ^all J j4zkJI ^ J ll'l ,j£-cj ^> j -a ^ **jl (J4J Jjl jaJl J c-ijlaiVl _pi ^(^JIaL u_U*^ 


tjjAjârtll jjc- jlilJ U_u ^uâAÜll ^UI^I jx jjJjj :(5~ 4) ^âj Jj4a 


2011 

2010 

2009 

2008 

2007 


jj* 

jjjM 

yA» 


ju* 

j j* j» 

^S» 

jyiM 

JW» 


2-4 S 9 1 2 

193775 

220549 

217992 

202205 

255669 

181843 

242536 

164386 

242786 

(15 H AC>0^) 

(•) 

11546 

9155 

1 1S39 

7442 

11780 

100S5 

10074 

S32S 

9549 

8415 

A ■> . ,:M l(i^.| 

291S 

3110 

2905 

30053 

2520 

30035 

233S 

2611 

1732 

1856 


237107 

86921 

108511 

72033 

894 64 

83890 

73759 

69180 

55264 

58173 

U— i 

107757 

7082S 

582995 

534311 

91097 

57S11 

329997 

285968 

77356 

77356 

274295 

236020 

70647 

41437 

20S343 

1 S0992 

67702 

38959 

171077 

141818 

wjà^ll |j-. l+la 

845367 

2394887 

754103 

2070496 

674456 

1911506 

595747 

1771749 

573855 

1743084 



Adapted, from Tourisml. by Office national des statistiques, 201 1, Retneved Apnl 23 r , 2015, 


from ht:;; //'.vv/w ons clz/D.lG.'pdfTour .'7- ] i pd£. para 3 


kLlUajl »15L^L fcLûLall : aJÜ-uaIIj 2004 ^Jja ^3J3 ^ I ^511 15 ^ I 

Ijiiiâ iL^aill tJUj ^>il) cLil^J i jlijjl' iad^lcll 4£1 «a 3\ J.liSjjl i^l jLùall J 3)*“ & jl 


218 


^j-û JjAâl ^11 ^ AjiLljÀll ^JUlî *U—i3 _^1 ^jl JjA^JI ^ iâ^!>ü 

^J ulll.2 j -i-iC ^j-aâlïj ^ fC> j)\\ ^Jc l^al— a Ij^iaj — âjxJ ^^l J 

J^a 1.1a. <jAlâljll JAC jj) Lûajl Jâ^/lj La£ i.^jalLall oÂA ^_3 Aj jjl J>aJl vljLltaJl o jj£ j 

^_a 3 .I^jJIaI Aj c >±su Aj^jl^aJI ujbllaJl jL iâj aü ^Âllj JjAiâlI ^üll ^JLjllI 

i'jAJjfÿ jjj^JI v-J^i-all JjIaL ;j-û Quille. J^jÂII j LLjàl ^jjAil^ll AfoûJlj lAAai *0 =l^2Lcl]I .juij 
AiaU ^1 jV) AjSjaM AaJ 1.1a Ijjj£ I J^Lu jjl jall ^J1 ^AA^àj u_fljC ^Ina. (... Lml 

'j±ifXMjÿ\ Ajljj iaa^-j Lalu . jjAli&ll ^ f^ulLil *- À * » ^a iaa^L} Ail V] i2011 AÔmi AAjlII 

.jjJjlÜll ^j-o ^jjjfLj^a^U A u ai l lj l_JaJ A2âa.!}Lall ^juîj j AL^ia vJjl jÜâ <j j-Jaâj ^-JUlj ^AAC 

. 4y.i 1 1 A <\ l a .?<\ l ^ AJJ jjaJl 

a^m\ jill 4_A£la :^lill dAAA.ll 

V.*^ »H < *..fti > ,a l lua ^ AjjIAjjJI A— :l jaII < _ 5 -1a*JI U-ülaJI ^11 ^Lia-iall Iâa J}jla2j 

.v flun .u AjV J (AJûij A*j CjIjLuII j £-oa. ^ oA^u*_a]l v nll >.}'J\ j vlsUl^a*^!^ 

> io!ajai 4jV j : JjSfl u-iÜxa11 

Aa^Jj o A a u u a Vl »■ & lT : -^ .a ^^^Jc ,_$jjl^a]l J^lalia ^ 2 >° ^ _>f^ 

Ajaloui Ali2 ^jC ^Lûaâ Ajjlaillj AjcI j_^1I j Ajcl. u u a . i l Ajaliil ^ya AjALuaÜÊVl ^uaj-uaâJl 

£ Au^Luall l^jLa jâ-a^ »- o <!*«■■' Aj^ j ^ Ici . àjtVi ^jl >. ^ <\l-» ^\ l M j l -> \ . i*~ il ^ ^a «I l AC ^ïLa 

■ A^ la :^11 y±j ^^a-Uxall ^Jull jj AjV ^ILj ojàjial! Ai3^jâll ojj.lâ%ll t _ 5 ic 
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(i) 


> AjV j if* Aoiujlj Slû :Vji 


^ j. six. Il ^ujlüJl ^Jjâ La JjL- ül j^$2â y. AÎlala £tjj\j Ajxj 


vJjâ 4*UajA2 cl il jLjasc oAC l ^ -i l c ViiVlan LûS •cSA-A'J ;J-*^-N ^ -'> j 

jX- jl ^A J >^*(3 225 ^»tc Alo y-ijAjl J»— jl AÜalûll ^lc ^3^°' J 4_û>^l SjLla^Jlj cLiIAj i^LuJl 
^•Ijjjl Jjla. ^Âll A^ajC^j 4-ijlj L-ali— jLo tilLoll A - « *- >*■% ^ Jl AjjaII ^Ix-c j JlJt 

.^iLoj^il J jiü L^_Ja^xj Axj Aj^ua^ill a£1aa1I 


«illÂj dij^iâj ^LojjJI ^jiu^Jl c-'-oiil 1 jS — aua «Neiva» j^Ll _>f«yi -lui 97 ^lc ^ 

^i AAjI— J! 4 _a]£]l l _ 5 -i*-o ^j-o J ^ ^ AjjLojj Aioa. 3 -a j^Loll «Sltlfîs» f— L HiâjC AjjJ_o 

^Aj ylllüill AjI $1 Jjij ^lîill AjI-IJ £■* LûI_ < >aC. la-i-i jJ 4 jj.l* 3 l yll 3 jC .&Ia^-JI 4 -ljlll 
LjjIjjj ^> a >.T vu>.m ôAj. 1^ A_jV 3 Ajj— ojaÎI UjIjjj^ J^a c l$-iâ L*a j j yl ii}C ojoill 

^jî 'w&a i^-*aÜL IaIjC j ^il ^i^Jl l^jpal U jUüJ A^ju fcl$J A-OA-alc. c y").vV»l j iAjijUa— Jl 

4 A_uJajl ojA l^jj^aA ^jjl 419 A_Lx AjIc ^gJ] .iliÀS y" ijftj .ojjl^-ftil j j— a^Jl J AC .Viuai ^l 
539 ^Ic J > 3 .435 J ôLjjJI l*** jU ^ 429 ^lc jjiil Uax, ^ 

<jY> 1 Auâ'c Iaaçc-o j LacLl aIcÎj «Salomon» ^^lajjoJl Jl^Jl il&l La^. L^LJl^.1 


."jjVi uüj 




AiaJjVl J HlxolaJl cliOJ ÂiJ j ÂüaiûJI J] ^yaLiW JjÜI AjIAj £-o ^^^LnVl *_A^' J*-a J 
eli.jil Hs^>c LûSi .^JukVl 3^? J* Alrxik-ai ^ t"y- fl Ja3 ' ^J] JJJU^ 


Direction du Tourisme et de l’Artisanat de la Wilaya de Sétif (2008) Plan Promotionnel 
Touristique Sétif. Sétif, Algérie L’auteur pp 6-8 
(V> ‘‘Coloma Nervi ana Augusta Martialis Vétéran orum Sitifiensium" 
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\ j jaC. £— 1 £ £-0 4 j— ilixil jI^ÎL-jV^J 

Lû£ JLulL *JjIc-^9j £-û Ajüjjâl" jS^all l$-ia ^^ 1 3 Axalalill AjjIauJI ClllSuaH 


AÜalftj A-aliîS JjUâ 4 £jL^uü ^.1$ aH ail Au C. Al ( _ 5 lc 904 ^lc A-udalill AJjaII <j^u. * iu ujA$2i 

v_J_ji-all Cj^yLjjAi 4 _û£L^J1 jxm)1 I J_yo JAiJ >" \x .si\ ^ ^ll l^JlÜÜl Llil^ jjj& 1 _ 5 -L 


. v jiijLuxJI JÙ3 ^ jjiAÎ j JajL-j 1$ ij-> v. 8j)-i.c j 4 j— jluxl! Ai^X^JI Ajl^j Au ^^L-i^l 


1 " u^ill ^JvljikVI AjIc- *ÜjiiL-i3 <iiLlul AjuIj ^Luxll ^j«JI clul c tùa~ ; Jui i 
iojoâil oÂA c'-ul .«Galbois» <*-Sjj~a J > lu.A j j 1938 JXA*-Uj 5 ^ 4_uA*Jl alliai—: 

^uiaâ <Ln IS La£ i^jljLJl ojjj l$io --~o j^-v 4_u*_2Jl sAiljjîill .jx AjAtll *- àj^.-u 4 jV 3 cliâjC. 

1945 ^lû 8 jjl^-o IgAo *UÂJjlj ujlAkV U. J Ajjj^pull 4 j . dVu .i 1 1 ujljlaVl ,jA] £-Lo 
1962 ajIc. Jj jj^ull ajj j c-lul S ^ajlII ^JIaVI ujjL^ .aj^LAaII 

( ' 1 - 1 .1974 ^UJ ^jb^l foUrtïîll J-Q 4 jV 5 S CiSîujl 4nla.u.à Axia'üLûl «juU CuL^ 


( 2 ) 


.. fljh** 4 jV j v-ijj*j :LuÜ 


uj 300 a*j ^Ic. .. . Alla .. - ' La yij* £*1 tLjLtll uj L^I I '. $ 

jAÎjj 6549 LfcjAi < _ s lc. AjV 3 II £JJJJ • jÂ« 1100 ^lijjljj 4_o— al*Jl ^>jlj>aJI jj-i 

. aj^L 60 j ojjIû 20 Ujbj (X-iiu U>£ ù 228 4ili£j s â.^i j ^jjjLu 1 $ a-c 

J JU2JI ïjdJj ujjjlII J (j^r J— û 3 o_j^* «>f^S 


Direction du Tourisme et de l’Artisanat de la Wilaya de Setif (n, d) Sétif L'envoûtante des 
hauts plateaux - Guide Touristique. Sétif, Algérie L’auteur p7 

rt\ 

u; Direction du Tourisme et de l’Artisanat de la Wilaya de Setif (n, d) Op cit, pp.8-15. 

Aj'i'j AjLuLj jj! jj :( 1 ) j jiâ j\ ^ 
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£ JJ AjV 3 b jê j <Lu — 21 j Aüb JjV 3 bjia. j aL-o AjY j la Ji j Ja_i=k 3 AjL>j JjY j YLab 


•ÇiJiJ*'# 


b-i3 JLu ^^llj Jj-oj j\iaa Jjb ftb-ij jla. v. cjla. A.J ^ jli £lio Âj Y J û j-u 

Jloj .v. âu^->ll *_>^aa J j-i 4-ià.Ld! ^bjll lg 2e y_J$J Lo£ c Jjjâl j£-Ii *S}^ J) bbaj 


A_ib> J-jYL- 3 y— à jxj 3 Jbuill jSjjjj Â-JLoa.Yl b^LaAll ^ % 43.84 a.j 1 i> 1 I AliaiJI 


Jli^ ï*bY J *_ Jjê jbjl Jb^ i jj-a 2004 £*lijjb AjY jîl JbuAi jjjb aJ—J — 1 j 

Je JUajJ Jba«J ilj-iVI bkb .^-JjiJl >jjl Je jIoj Jil AUajJl 

',*£ 3217.19 J 1 ja. Â^b-iAj ajY 3 II Ja— 43 J blaJI J Il Lubjî Aaj La£ . jlo 1890 ^lijjl 
bioji .i^J J^».j <j-Jo Jlo CjIjjj 1 J* 1200 3 900 Jjj j-UjjI Je 


A^L-iaj AjY J JJJI l_J Je. üaJ A_Jaiâ_Lo Jalio J klllâu. 


. j ->-kl l jje j A_ü— Al ^Ua. Jlo IgjJlo) jx ~ 406.84 


A u.KH j Ajlivll JalioJl A_ij j— J l Aj joli Jlaj Llua. t Jaliûll lauj AjY J J bjjjll £■ ^jjj 

Loi . bllê 1 " il rk .U 4 ,ll l$jâ Jll Aj 3 Ji l_j jiçJl j Ajj jjjl Jlb-all J Aj-kUll j bl*-ll 1 — jbJa^Jl J 


j] i<_£ /u .i-o l l j Jjall Jia. ^ja ûLiaII ,JjLa_oj jbjl J JàliVl f-le Aâ^YjA t^Jl Aj^b j* 


^311 jlj" jLpjll v jj J J^o -laj K bw-2 1 J-aB J y. fl- >Ti j frLuill J*-a3 J 

jjjj^>C. AjV J ^ j^aJl Je- Jj ^211 "S^l j L^iC." -^**1 J] tibial ^ 1 J 1 Je oLJ! Aj 3 

4 i-.l <rt\ \ 1 1 vJjbl ^iaJl J c" il "ii ‘2 1 Aj^xII - 0 i^ïi .oLloII bô-v.1 ^ y * 1 j 

jjl tojAxbl tj^lill ila^Lll jj yu-gill Jb IJaiu jll jbk_2iVl L>° iAÜaiall Ajâl jijl j 
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Jj-° lJjLUlII Ig-^lLa £a ^Q ÙÙC- ia£ .IAjjC.^ jj JJJ jll j 

«-jljill ^jx> A. jl^ .A sLIl-J 3 Ljjjl Jc-J 

■ â ' U ... jj à '-vl », .,\\ i*il * jqaI I : iJiîLj 

^■v l j LuLaV I £JjLiû Ajjk JJ v.- kd a.A AjV ^1 Aj-lilti]' A&l u^iH ^ A^Lu-Jl Ajjj2a ^Jaxj 

Ja iajlL»uJI j i2030 Aja.L— J l AufrtU ^UaH >il' .Ink^U Uâj 1$3 *jIoaj 
^ .J*A\ J ^ >u-JI Jr. A^luJI 4_Lui] | jüa» JSA, ‘2025 ^L*J] 

I^UImiIj C, kjilm AjV J l$J ^5^' Ajâ'jLÎil J Aja-nlaH ôjjoll JJaj j ^ aJj.i] 1 oJjl ^jjj 

. jljlaVI A^_a.j t-JL-a-o ^1 clâJjV'3 iA-j jpa . -y . i l A^U—Jl l^J-o Lua ^. . n^ 4^a.'u— Jl £-Uaill ‘Uajj 
^ . Aj jli*JI AaC. jVl JJâjJ v j-o I^jLaÎaj Aj*kLu-Jl A }-i , V) Vl ^ . * -»uü ^ 

ylij.13 ^âj ^yLu-Jl £-ajj]I < 3^3 Lia eLwüjj y iisïx.i AjV A-j.\l\tvH AX-lii-oilj A^LuaII Ajjj.1a uIaaIS 

^0 La5a AC_j^a s.5^3 ^1~VnA 800 v ^2l 3^-r A_j^l_Loill ^jjUaaJI A ..-î.^-i-y a!1 A^LaaJI 

A^l — la <> 5 ic. A aJaÎ A, ] ! ûifc £j jjj j ijjâjâ ^Loa. ^^Lu-dl £— ijlll AÜalû :< IÂLaa3 ) JUi L Î a I I .1 

*2010 ii a l^ÀÛL^aj ^3 jU£a 400 — j ji a3 

l^i^.1 — la jjijj ^^Ll ^.-vLuuIl £— i jüll a 'ÎJt . i a ^ 5^3 : *-Jul*^ijil jjla (j fo l \ a .2 

l^iai—LA jÜjj Aj A -l J I ^Laa. Jl £— J^üll AÜalA AâL-a] jU£a 2015.5 — J 

‘j13Sa 100.53—j 


, . fl] . ’-jL-aiil «J. Vil * v a i l-i .!■ .^dj . a > ^1 4_j j_iiüj^ «» *i . ^' 1 j « j ^ 1 \ ..i\l A ]j ■ ^ 


( 1 ) 


. 10-8 


Jr* 
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j 4_oUJl i Sÿ jl ^Iaa 3 ® JS ^aIamJI £— I jali ^3^^° l-îül I 4 a JÂAa IA . 3 


. jIjSa 122 Lû yliiL -13 j jj— alû ^5-J— > 


JLaeVl ^aLu» JI>a 3 Uà ^Jlü IaÜj j l jaa£ j AjV j kijajc LaS 

L-^a j. ^r k \ jx& Lx — j jj AjC-lii-âJ! jùalicll l$-J s - j2 - > c ' ij-^' 3 'Sjfÿ JS-aj ujjAJjI 

^ualiJl j\ aVi . jV I A_i_ol^ 4akL— Jl £-Uaâ 3 *Ue jj ojîa Ujl.la.1 ^1 3 J La jA j c4_o1jiJIj v. 

le j joIa 40 lAJ-le ^jJI <— alidl 4 jjLûj 13/I £Jjl~uJI UC- La llfcj .4iLiià]l Jl^o 3 

ylijâj .13 j jjj*a 4485 ^J! J*-aj u , il» Tu J o jSL a\*\a ^jle jjJôaj jl^jVI j_jl=» ^ 38 L$Aa 

AjâAiill ^xjjLaaII o 1a -l3 ^JlxJI r- ^jjl J»Ai3 ^*è .Ji-*1 >. ix<ai a 1518 3*° ^jjl -IÜIj 

L«a^ai». ^UaÜlj clÜjVI J ,j-aj$ûil J=ki 3° *- - f)* 3 »-® AjV J lg-io ylj.lls2*-il ^Hit Aj^Lu-JI j 

<'> .jUcSfl ^.L- JU- 


^IViU * 4— â^j3ll 1 i\»H l i l . 1*>^ H 3AA 3 a ». o 1 1-> . .i i 3. >f " ‘ l ^ A f~- ^L*Jaâ 

Laj 1g jle AuâlxlaJl djIjUja^Jl £- jUj £■ jHaJIj .^üJl ^ilSllI l^Jjlj JulIaU ^l^)*-^ 1 $-*£ja 

£jajj > - u*k t^jllak Ai^lo — 1 A$_^jS S ja-®l® 4 JI£a LgJ J AaIa l13La ÿo 3 ® *-i _>^JJ 

AjL.rJl £Üja] 1 iA-uUI £jLLo1Ij 4-pjVl ijjUà3lj vjUUII jL^rJ 4jjli £3l ja dilj 4»uk) 

jjlill 2ae J^aS'I AL-1^. Jlc çl jj irvU klsl^LAAll j cli*Jl ^ Aj^a^JI 3^*1-^' J 

jLuaIj <a^.Lu* * 1 -^k jj oàel j 4_jV j v. fluVi..) 3 ® ^3^' i y— -31 a 3 ^' ®^A JS . 3 jlij AiaJbkj 

^ :^lf LaS cl>Lû jlall û2a 3=^ 3Saj ^le JS2uj .k-aajÜJl J ^J*aJI ^^aJI ^^glc. 


( 3 ) 


a . nâ'i | j i\ . n\ l ^ «. ^/y |' 

y â?]-i . M ÂjV ji ^jail <^3 J J 3 -^' 3“' 

Direction du Tourisme et de l’Artisanat de la Wilaya de Setif (n, d) Op.cit, pp. 16-20. 


0) 

( 2 ) 
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"Ak-l" fcp* 4 j\ÜVU ^ûc s. :4jjj^|I git >*21 .1 

c._g_dl*Jl ^llljüll J-uJa 1982 A^-C- Alû A. 4 . u^-i a 1 1 3 "iJ_ 5 £j^" ^-Û— u <JLûl£ ^^lll AjjjV^ 


vr.n.^i ^nll ojl^i]l JjC J t^jjljil L« 4 i 9 -v) J 3*4 ^211 ^jVi-kl JjC ^-1) AâtiJa) 


^l*iaâ il907 Alo ^lojjîl jljiJl ôUx J*a jjj 4 j«jj1 W ^* 0 £4Ïjj 1898 Alo 


ikAûji±i\ ^-^JiJI iAj , jUjjJl jLjV1_5 oUa!' Jliljlj^j jjILJI je 


^jâvl 

j3-ill Jj-iW j£U j ^ j :4 rt l ffl î j 4-ûj^II jlîiVt .2 

,_Jl 4_ik_j jIj J 3XJ ^Âll JilaJi A^-oiaII Jlo tUlj jlt 3 -la>L.baH ^3 421 aLj 
A jJ vliljAÜâj AjV 3II-J ^Iaj La£ .AjaLUII AIjOI! Jj 33x4 jill jL*£) £33-13 ^LuxJl 
jxûjj La£ ^5-^J Jjjj jll -I1C3 4 liA=k AjjjV' 4 jj-lall: 44 jc!)U 

‘U jiC 3 Ajjlâill AclL-aJ! <a—ü^ 3 ^jl j jll Jla AjJaiÜll l$jcli*^ villÔS 

4jA^lc 4 _ajI *Jjli 4 _ij.Ix-i ^jLoLoa^ £jll« ^lc 4 jV 3 II __>3 j2j : Aj J) 4 ^H Jih l iaN .3 


4 a < J <!»**■ . .i-f J \ i j -v J i» i'u 3 4 i j. .-'r_ 4 a 1 4\»*i . -i -a 4 » V^» a . ** > 1 U» -» ^ 4 fi *' ^ 4_illc 


^»Lû^ iliUî^.a.11 dllü ^aI Ja j‘ 3 4 - i^J l i J^ 3 j 3 fia*. Jlo Aj^oHi 

AjJIc 4 _i^!>IC 4 _ûJ lIi! 3 ^ j 1 1 . ^ ^ y ^ (~- 1 • ) 1 ^ li l .* i j 1 ^ » i ■ n < 4 _A ^ * n ^ ' * ' * 4 j ^3 ^9 

ilAjJC 3 aLAj .ilajl i^a jjjLûj^il J-» oIjIAa ^3 

j-lijjl ^ic j^jIj 0 J 4 I AjV j \\ ^3 ^IjljliJI ^a! Jjj j* :*iLUÜlj Aa»u.JaIl ^jliâaJl .4 
laLua 51 ^ic j ^Uj <iUac U 3 — k” 2367 4_a.L-^ ^Ic 3 ji* 2004 
A^3J LôS 1 j3j]a]l Jû IC3J 94 J 3b j] 4x- 3ÜLÛ AajI 3^ O 3^ ^^^ic J 34^4 3 cliljUii! 

. jlÜA 3900 4 ^ 1 — 1AJ k_iiUa3j ^jlc ^JLo CjLIc 
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. liU.i. a \iat i <Ui ^ \\ 


(*4) (*0) Ajj^I Aii^xa 22 ;*uLii3 56 *■ AJV J ^>3 jjj 


AjV ^]l jâjjj L aSk . ^ajliâ 4. j &. vl ft l l 3 (*^) ^fijJ J ^2jâ ^Loa. ^a.lawJl l ^ . L a i . Jo > 

Aj3Aià *L-u-j j^a 18 ^Ll : 3 io.Ja.Ij Ajjj» 4.i3.li3 4— u-j^i iAiLliàli oA*-a A— 1 — j-i 15 | _ 5 lc Jli.lS 


I^JIjaII Jj-laJi ^ AjVjU ^JLa^Jfl Jj^âl j]l 2.1C j jiaJ ^-i-b jj ^ .^Jul^ull jjk 


2015-1990 S joâll iLki-u *UVj ^ jjjUàJ) jjp jjki :(6 -4)^â j Jj.i* 


ü&i ijfl jjc. 


J AC. 

J J& 

JjUill 



ya*Sn 


OjS>» 






- 

- 

- 

- 

■* 

- 

20 

1990 


2860 

122708 

91486 

46 

285 

24 

2000 

3879 

1447 

130755 

104440 

64 

292 

27 

2001 

5771 

1857 

183572 

127605 

74 

292 

26 

2002 


3286 

438216 

146873 

29 

290 

28 

2003 

6623 

3179 

202230 

151357 

37 

303 

30 

2004 

5740 

3798 

195870 

149520 

29 

313 

30 

2005 

8679 

4648 

225138 

148349 

43 

327 

31 

2006 

6331 

3912 

264158 

152601 

75 

325 

30 

2007 

6907 

3031 

218479 

176600 

68 

364 

30 

2008 

15638 

5538 

210893 

142995 

74 

352 

37 

2009 

10528 

5521 

209203 

140481 

80 

430 

37 



8917 

250259 

167917 

- 

- 

- 

2011 

31054 

18291 

305401 

209497 

- 

- 

- 

2012 

26226 

19398 

269813 

223304 

- 

- 

— 

2013 


20314 

326959 

252090 

- 

- 

- 

2014 

- 

- 

- 

- 

- 

- 

56 

2015 


ÂjV ji AQj'iil' Âuc-' i 1,^ j aaL-JI Aj J jâ tij^LoJl jjjlilîl :(4) j 3 ^^ : J* > — » 


. ^ à v !•«■.■ 

•JS j 4 JaL-i* JjI jj AjV jM 3 ; _ ? lc Cj'u-u-jjaII JJC- jl J j.JaJI JaÂ^j 

4-Jâa.!)LaJl jj 4_2lxljl j £> Uaftll jaj ; ja 5L» . j .12 La jA j 25 0 jji 56 20 ^)-Q 4 — ic-L-aj 


. l— iik-j ajV j ^ jl— 1 > _ 5 ic Aaâ^âJl ^IjLuu^^II 5_ailâ :(3) ^ j 3^*11 j^û\ ^ 
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^jjbjll JSaJ ^ .^Uaàll 4i3â^J! <lalxJl Ujliac.] /£aj 

jjj£ J£-aj ^A-UC- ûl-ljl .22 u-ùl ^/1 Jjl LiJajl 3 . 2^3 iAjaAiill iIiL-ua ^aJI 22C- 0 . 2 b j £a *■ . uJ. ïilb 

j£aj ^Ic. ^JSL-j . Jjnl-k aH ^ja J 3 kl Jjj-Âalj v.-. 1 *AaV I ^j! ^ J; nl% aH .lie- $jbj>j AjjIIa l. 2 x 

3-03 s"ibK» A £JJ*j 

2014-2000 5 jüU < i^km AjV j <jjUâ ^Ljli ôy^3 : (2- 4)^â j J£*à 

300000 
250000 
200000 
150000 
100000 
50000 
0 

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 

û*f^i *a*Vi J>- J 

ÂLLJI obSL^' ^ bUicI c-jSIUI Jjc) j- 

£-A AjV 3 II ^11 J 3— 33 . 12 x 1 Uâ^j-û lj 3 ± 3 J ^UJl Ja kx!ib 

Iaj3 c^LmJI Jja *J£-aj bxjjJj -ic-b-ajj 2010” 2008 ojoill ^ ^ualiâJl .2 3 x 3 

.201 1 -xj 1-^k «Üj 3 a .. 1 a 0 . 2 b j - 3 > 3 £-a t Ix Jal 3 L 0 c-übkVï Jjbjll J y-& 3 
2014-2000 3 jaâll ; ijh«« Aj V j j'jjl AaâAÜll jjc- j^ki :(4-3)^â j J12: 

500000 
400000 
300000 
200000 
100000 
0 

2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 

JW *Mfl J^ys JJ6 ^Tull) Juji )>il Jfijjiï JJC 

<LL2\ cAÿL^i\ Je. bUk.1 c_Jlkl\ jlic.1 j* 
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Jl jjlâ' 1$ ^iUllI .n*J Liiilo \ J y=u ^-IaI-aI' ^ja JàiOU 


Luâ t2012 j 2007 Aj-ûJIj 2003 a-L-J ^Ulll iic ^ Ajc. ^ S jââ ià^U j] 


. ' ' 4 \ \\ . >1 1 ^ *1^1 2008 '•' A 4 . J .a-v/i _â »_ljLaiSÜ 4 ’ .-lil l < 4 <0 Viei l ^ 1 1 Jl l l" il t jjW.ia 


^-uj! jjll Cil fi jàJ t-iUadl 

:^L La£ sIjljLull ^-û.^. j ^jjiâ j A-ijl-iu*]! A-J jjJI lIiLlu^. >_ aill-A JjlHj 

Aum) jill ^ *ri> 4 :Vjl 


Ci - y i l ' ,-üj . , ^ ^ill plaJjVl j' jâ>' jAàll j' jl jâbll A_ii£Jl Ae ^ark- A l l" ^1 A— Ajlll jjCj 

ujLü— j^-oll jjiâljJ' ^jjbjll ^ oÎa IjIuiI jJ ^gk ,J1aj ^jiilj "Auic- 4_^jllj l^a 

V* nt Jpi 4j3.liàJl djLuu ^ ^all (jjljj jl jjC .». ftjli..j AjV j ^_g jl^a oA^i jlaJl AjâAiil' 

jjliâJl A. ÜJ Ijiâj .l^lj £ jluikl jlij l \\* >1 Ujjju*-aj S fl,)i..V>ll Ajjjj 

Jj-ilii]! jLniJ Aj-*ùilj Loi *AjâAiÂ]l iJjL-u_j j^l ^l^ji ^JL^.l£ jlLiÜI jLu^Ij llaâ iAjV jl' 

jiïj (*4) jA Axl J ( j'^ s ) W**^ 6 ji.li jlliS -^>>3 ,»^*A ljA»j LaS (*1)3A^1j A-a^J Cll3 

^bj ^ «..*!% ill ^ -a 'i^ -ù v 1)1 a^ J JjfL 1 n .. ô AjjUlLû l $ ÂÛ l A> jjjI*_a ^jl LaS ((* 3) 

AiIxIaJI AjjV' J-*aU*Al ^j£Laj bjCll 1ÎA ^j-o . J}^i bx3 SliJ j A^ rv j ^o-Ja A lu^v a l l jjliâll 

0) ? ,*^,\ \i 


i^juia-) AjV ^ )1 JJ £uaa r^l J*aA' 


ïl^i^â 1 -a2 j A-a ^ .i : A ^u^a A. l l j âjlra . ^ 4j V j AiaJjblI jj^llâll jA > -0 : A îjU a\ \ tljlAShJ 


. ^1 .. i a 1 I >jj5j > _ 5 Ic AjjI^jJI Al »)£j ^llftil Liia ^ij Jjjîj A-j 1 Ji .(2012) ^JAla-a ^ulâ 

oIja&J 4^ JJ- 3 ') ^jbj^^ilAÜ j Âjj jjjÜVI Jjlallall Ajj'^a 4-il jJ-4_m^"' j 4 i1->.aH slil^liali ^jjl jaJl 

.143 J42 .(^jlj^Jl i3 _^jlj>J' A*_aL^ c J'_Afci a jlj] j n . ^Vi 
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AjV 3jjS»Aa 1I Jj-ilii]! JjAâl 3 II ^Jb ; AÛjLsui^ Ljb ^La jl j«rt *>C» 


‘^_ijl_a.i .JjjjjI j^. 15U] Ijj&Â Ij3l£i ol^—i 

c2015 jjj 3£1 v ^2 îgTil j <_$L« j$-l >.. l^Ul a Al o JLsIAj 
i( 3 bj jü ,_£Aa]I) a Au j AJaâ Lal 3jîâ ^IjlxaJl jl*Âaj j$_Ji HÂ3 jjj 


S-cul jjll 4_iaC- :Luü 


*- A^j c ^J-ûLlll jA ^ a. -v J' ^ ■a j^ .a I I JA-Aa AIiIaaII Cjljjia 4Ü£ 4 a1mU SjjlSLal ^Axl IjJâj 


jU3â.V ^ i .. > \ i a I I s_j^1 m jS , 1 c_àâjij •■^A. vllL JlaJ -^ 3 AjjC. jLni.1 


^L^ai fcAj ^Uxall S£aÎ! ^ jJ — iaj bjULnll SÜfîjJl _j ^lldl cllS ^11 Jla ;JaI 3AC. ^1 C. AAaxJI 

4 * \m U -y v W*i jj \ ^ 4 M» I l -y ^j \ 1-1^ 1 4 'à ^ \r. ^ Ô^**»..m\ l ^ ^jj\j j£ 


J^aJ S-u L-^rJ 4Jjlx_o J\ IaAjA^j £■ Jln^. iû.jA^_a ^jaUa! ^ . âV) ^jI ^AcC ^JSwj 

<*> :<*L U£ l*lAu 


11 = (Z 2 P (l-P))/e : 


SAliaJI :n 



* Jj*-o J4U-J ^jLiuall A^uaJI :Z 



_3 4 . >> ^ j**«Qrt\ i r 1 -> 'I l 4 w . 1 1 ;P 


4j ^ j <» ■ -i ^1 1 liaàJl 


.143 jæ » **—Âj ^L-J^ £^ja1I^ 

.28^ . ja J jb : JJ Ji I * jUc. .SPSS ? Iau~L if jJi\ Jl^\ Jalull .(2008) Jâ ^ (2) 
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L«a 3 SJ^La > — fiJ' 100 A -U-ôlL oA jLo 383 J 33 J 4Jaxll Jjl tl-Jajl ià^^L 
J] ) jIîâJIj ^ jlojjlila LaA 3 tôA^Su. J ^iL 4_u-ûllj oAjfi-û 384 Jl Jjÿ 

^aAAlA*J £• jAXfi i jL AA3 n*_ljlaj ji ^g_y\ \ ^jl£ cl 4 jV 3Ü Jpb j ^A 3 <jjla_ûJl JjlA^.3 

^*.J.a> IgJA >. . 1 . ait "13 iûA^Àa 272404 2014 *11 ^jLauil JjJIaJI i. l.a*k 

JcLLmJ! ^jjAAxll (jjj ^ l j JJJ o jLuiJ Aijjtll < A>% Jjl Lu Axa JjâJl ^jfLu adlÂl .Aj3AlâJl 

J 3 ^ cllL«^i*-o ^Jc. ^J ^n-yTi) ^1 liil _ 3 ^âillj 0^ 100 ^Lark'i'l ^ -o T i ^ -all jji jUic-lj 

^AC- ^11 ^iLJayij tAjjl*-ûil xjI ^ 3 ! ^ÂÛlJ! ^-ûl2»-all s .» >.i% 1 A^. C ^Jûâ <jjLj *^l Aju 

^>1 Axûl 4.2k ui t<Aiûl ->"1 ji £-oJ^-oil ^jIxlaII Jl« i^Aliall Jpljj kllULu A 3 ^ 3 

u_iJLJ ^\ £- 3 ^ j]l ^ 4ûli xjLo^Ix-aJI AjIa Jxa A 4 jLj— oll cliLJjAli nK.a A 33 j 

C-) .^L&jLmJI vJjL-jIjaII 1$jA-jÛC.I ^jjl ^gJ] lAlïiul 4ij*Jl jluikl 

^ûIaxo dnj 43 kxj±\jAi (Keamey et al. 2007) i<LL-JI JuUjAÜ jJâilu 

.‘UjxII Igj-o 3 l^_i 2 aac. \ 3^3 t2007 1980 s^iàJI ^ ^ 3 -J 03 AÜ 

9jj..^i uuliiC jll fAVî.J À] Ja^ Aa 1 Ü_*i iAAxjC .1 ^üil s!j 11 u«J 1 J 1 3^3 

^A ^'3 1000 ^ A 1 J.C- ALuC.i ^ 33 ».] <-Sj!eSU IajAJ 0 A 3 L» 50 à* JSÎ 

Ala £-s ûùjLa 400 3 100 ^JJ klAiixll ^U^k'l 4_nll^ r- 3 ' JX! tjl^ Ajl ( _ 5 lc .oAjL» 2367 AaIc.1 

Aâjc ^_Ck aLuC -1 ji 4^3^“' ^ .oAjLî 100 ^ Jal ClAâJcl < Jjl\ lA 2 k Âilia 


4Ai*J -ud^ - v*\\g'i. «^11 AjIaL^j\ Lilail aL â J 3-^ .^2015) ^A^uu* jjA^^ 

t2 SAliil' Ajt-ola» w ua- saü i jiL-irkl_û aJLuj j) «. t ; . )- ». > i AjV 3 J <UkLii-Ji vAjl jLl-JI ^ 

.154 w ua .(jjl jaJ) 

. 144^^3 1^'— ^ j-» ’tjli 

(3) 


Treasa Keamey et al. Op.cit. 



230 


a Aoi el La a ! LLtil J JaII AjA^-li Jailb l n-k » ^-a j > a JAalI V JLo ^jlau 300 J] 250 J^J 

. lj Jjl Lolla jii^lJl k_ 2 cl 

Aul J jJI A n» Il jLn^L lla 2 cAjLâA HiLaJua Je J j iAjjjtll £ J A_i«ûJIj Lal 

^ A\y -a ^j.-nï’i £»a iA-lxil J j^JâJI J A— a Jil ^ x>"r% a!' Jo aA Ja J^Sj J È^JâoIaJl 

JC. AlUla ALila J£ jjj l-^-i Lo Au^alik J 3 ville j>^>* ^ Jjliiia JJ Ji\^W 
ÜjIaJo £jjjj J^J J^j W 2 ^ .k—UaljSil CJ^L-ii J 3 AlJa vj^l A1 j*]I a\\ jUaàJj 

JSJ JjAâl j» AAe JC HîLa J*-a Je lll 3 — ^Axl I Jâj jjLiill J Alla-dl ÜjIa^ j Je Alxll 
^ 0*1 > o 11 fOxuSi) Aj— al^. l&.V-kYi AÜj Ja J A^j çJ ^11Â] iJjL-j £-Ja y* J U J il U£ ^Aa. Je jAiâ 

tAj±jj klûl£ Lû^-o jAisjl j ^pal Jâl Je lAjà 3 ^-Vl AAe J jAia JU Aj-il« n..iVI AiUaJI VJ 
Jo j&\ AAe A_iâ ^ jL JlllL • jUj AA*J £— i JJ Ajî Jxj ûj-»Vl AAe J^J jl£ IÂJ 

.JUJ 


Ju£j La I jAU AIL '-la Laie J t250 J* A_ijL^_j Ale Je J jj*,-» 11 Je lia L-a 




oAjLa 340 ALajel lijJ ilI^V Lkl^j Lal jl m*J AûjIs 3 t-Y-k ill oIaV JUl ^LaJ—iVI 
JaIIÜI jàx; -luAaij Laî j .J}.^ ^ (*1) Ajj j (3^*^ J All*-ail «IjIa^j Je Ac-jy 0 
J AljUlaJl Jo I frl^aa. £-a Jl yo\\ JjaJI l^-Ja^j Jll JjLiill LIAI k luftj tvlxxjJl £-a Jjlalll 

^^Jl ^-all JjAjl A ~k y Lal Ali*JI 


-a :^-J^i a»— i' À 


.58 . 57^-3 
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i— I jil\ JjUâI! iLfr :(7 -4)fâ j Jjj* 


ÂifJÜI 

H 

JLÜwVl Aiüa 

H 

djw 



5 >-iVl J Je- 

k-à j*il JJc 

71 

%21 

131 

71 

(3)* 

1 B\l-<..i 

^ - MM 1' 

1 

24 

%7 

46 

32 

(2)* 

1 - 


2 

51 

%15 

93 

36 

(2)* 

jUlj J JC 

o^M\ âs ^ 

3 

44 

%13 

81 

42 

(D* 

l a 1 1* . - 

j^jlâ jüljâ 

4 

17 

%5 

28 

14 

(1)* 

J J 

S Jjl' 

5 

24 

%7 

41 

22 

(D* 

AoU 


6 

58 

%17 

103 

57 

(1)* 

â-UI 


7 

27 

%8 

50 

31 

(1)* 

A*U 

J3^ 

S 

24 

%7 

44 

22 

(1)* 


jaJ 

9 

340 

% 100 

617 



.*■ a^ ..i ÂjV AjiüàJI ol— 4-ûlS :(3)^âj :j* c_ i 


“>! £-0 JjjbiÜiljj lA-ûl^e Ajje Je J 

f Ji j J£ JJ obi Ja*j J *A— jIj^II ^a3 j-tiiJl J cltj! ûJ^>Lo cUlu-jV 

SjIaL-jI tiljJJ fJ tAie AjLûILj 3>’fcll j\ j> -k 1U ^alâ tjjjjl! ç.\ y* i j.Üâ]l J jv-fcllj 

^jjjj J jAifi]! J jblelj Lû^-o oJi^j ^ Aj^ûlU . Jl ift'i JV1 ^ tVb J J-uL-VI 

.A^^SLjJI Cjlijl ^je oj^L-a AiUaj Jaa_j ^ jiJ ojIixj CviilÀj ^u-lj Alla* j iAjj jA C_ujj 


CjULJï Sbî : CÀ\ÏA\ uiUxaD 


aLLJI Àju*.\jai llôâ iAaJjl ^ j^l 3 Aj^jIj CjULu JJ ili^aoll Cjljbj f >t4ftV) 


Aj^jUill ClUlull Je <Ja»V 3 -Ja^Jlj Al*-all Cjlj «.* 11 $ "i. 4^11 »JjUj3j 


jLuU A-ojli Je olb A^ljVl CjULuJI *— à.l$j AojlAuJl A— ilj 


\^\ , ^ iAi ^i'i . _ie 


• \ 11 


. Jj L«5» tJj—alij £ Ji L nffJ » Aijl Jl A^k. 
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*\Jt\ ÜU jJJ 


lûLaOC.1 Ae liaâ fcdlLuJa jiil jliül 3 u*i% <_sIaJ JJ J 3—33]! J^V 

^jJuâ AûSaj ^Àil 3 4 lL)Lu 11 ^ J»A*-alLj jxaJ J (j-iLLa Je J^. ^a . % . 1 1 ».. j .. ^ . i £- 3 *^ 33 ^]! CjLjAI Je 

J jjjjjâLlo J AÜLaLaJl A-miIjJI •JA JJÀj-û 


aJ-üUI lUiSil JSJ) ^jUl j$A2uU :(Ja1m^I) JjVI jJuJI .1 


U jSÂ j loAbij J] lia JaJ LaS i^jlall jg.Aâ-a.11 ^ ^jLo AjA^j J] jUl J— aîii J liâ JaJ 

fêjlj . 1 J» ijJa 3 U.iAe Je JlÜV' fAe £-a jlajVl Æ AA*J Je Jjlfljl J*-aill J^li 

jjé t ^jjÜ^'oil JS ^ Ai aii ^^gjk aI*jV I tiüj alie £- ^a-va J AJ ^_«jj A An-v2>La Jlaj « «JJ j ^j-a 

Bitner. ) ^jSJ ;»$ » ja> >* Jjl _ < >— ait 4 ^ 1 a iv_jul«-ajJl j «j!jIja. m u] 1 J ^j jaVi% j 

_ 3 — alie jja 1987 ^le «Baker» Aj^jjcI Laiu ^IxJI 3 JI a*_i j^lie jjJ AjjjJcI (1992 

p .LAx *x i Jjlj A—alâ. VlS*i] jjÜ*j V JjuVl J liJ J <JlÂ J^a .I^SAj t ^^jlâJl 3 JSJaJI ( xi A waJ]l 

JS J 3 ( j-a*Jl 1 $ ■*■ «•« j Je o J— allé -laSaJ À] ï JS JSiu A-a i / w^* : 3 ASIjAJ ^jLali j g Aa a H 

- # 

- j . Aie £_a f - > . ri *ai } J V, i>J Jxsi\c . 

JjajJo ^ s £'\xC\y)J\ a*JI ^ jaI j^a J 3 I Ia jUjc-Ij « Baker » ^^ 3^2 3 ^ J 3 ^ lil ^jlS 4 >iUA £-a 

J! J3— aj Jai .- n ^1 UjVj ^ALaJ] JaUJÜ J;i J3A ülaASiJ ^Alall jg.Aâ.all aUj! 

Ig Al. J jA Cj A d A& i \ ^»a J Jl AjLjaj k AÎi^lJl J^a J^a ^.’lVuaal) ^L-aV^ filial' ^^ 3 ^ 

^ jS.i AjJ Jâ 3 kAjaAiàll A_a AâJl CiojjJ s.*A-k/i jlïLaVlj liai kAalâ ja-llail ^^gAx. JJ^S JS-1 j 

Je Ij^AÎel 3 ^kllall 3 k^elKaH 3 s _^A^ilall Jjliâ ^^a A_j3*la djlaA^ A-^l j^j cliaU klilaJ 3! 


. ^ ttJn.aaH J 32k oA^J 3 A— jl^p 
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JÂ 3 JJ* 2 a 11 ^ULûil JjL cLij] IaILIûjcI j A_jü.liâ]l vJjLa^kil uluu jJ 


SP 


IJ 4l]â^>La j^kj La J jj c tAjJ] CjL-ajj Laj U j£2 J-j nâj (Behi, Karaoui. 2006) 4-JjJ 


l \ . >n î lj^ajc-1 . 4 <a > '«âl l 4 a v .ÿ II ^wLall j ^ L»a\ l jLcjI ^jAkJa JsÜ—La ^ A^jill Q ^ J"* - * • -' l I ^ 


^-jLall jJôa1I Aj^>^j 4_JjAj Ciaü J]l (Behi. Giannellioni. 2009) a_JjJ Je. 4 jjjS JL2uj 
jlin.jVl j-i-Ja 70 v"i..o\Vi..iI j iAljL-Jl lj.il jJ J lgj]j v"’.\>^) JJ jlaJ <L-j jA.Ja 
Robinot. ) A^Jji Je LjhJ Ua-uc. 1 ^ . JlJI J 2oaâ lnL-49 J) djl LJ JjVl 

jx t I j a. j jJal jx> c jj 4 «il j^all ^^La]l jJxôjb J*jj 1 J 29 j rkTu J Jll (2007 
^waj.^fk j-^ju IaL 35 — 1 f ^L^iI jJi j (Tsang, Qu. 2000) je jLjaà ^ Aj- tlljljLLJl 

^ . jjnjàl] ^^Lall jJôaU 


J^j 4 i _^iULa]l ftLij ^3 l Je l ll o i c-l J ^ jiki vJjLaA^ jj j-oxia djali jll v2.il A. jVl j^ 

Jiià]! ji jj LojS Jl jù jl j* J jlU ivl:l:â2rw.iall J (Gbettor e£ al. 2013) A^J jû 

J* .^ûajjAil/ j jj jll AjJ ji v_ I a g ? K jl 4_iâ^jLa j£LaJ v^xâla ( _ 5 a2u**uJI Lalu ._£ jxla 

KlUliar, ) A— jIjJ J] AÎLja] ^ .Aa3nià]l A_aAiJl J] iLâ j£^J l-ÜJ 12 Aaâ jjl^Ull ^VL-il 


^ Azza Temessek Behi, Sonia Ben Zina Karoui Op cit. 

^ Azza Temessek B élu. Jean-Luc Giannelloni Op.cit 

Elisabeth B.obinot (2007) La prise en compte de l'environnement influence-t-elle la satisfa- 
ction du consommateur n Le cas de la servuction hoteliere (Dissertation Doctorale. Sciences 
de Gestion, Université de Savoie-Chambéry/Annecy, France), pp. 219-220 
^ Nelson Tsang. Hailm Qu (2000) Service quality m China’ s hôtel Industry a perspective ffom 
tourists and hôtel managers, I J of Contemporary Hospitality Management, 12(5), 316-326. 
k* 1 Edem Maxwell Aziîa Gbettor et al. (2013) Physical Evidence and Quality Service Delivery m 
Public Hospitals in Ghana Inter. Review of Management and Marketing. 3(4), 153-163 
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^ AuâAlàJ' J] Ixj^. a_ûjXo aUjI 3 *^ IaL 19 jzkllall ^lc (Kim. 2014 

( '~' . 4 aIxj) I.ÜJ 28 — J ^jjjl£]' ^ic. (Lam et al. 2011) 4-JjaÎI je- Jaâ 

*. âjun'i jjjLcaj ^«aLül 130“ 2000 fâj ^.Viftnll j^a!' Axj j 431 *- 1 * i_£ 

c(*3 ) 3 (* 2 ) .(* 1 ) £&MI USjB j* **jl£u»j a£ >üJ ^U*J» üj a^aü!! 

11a 2 iAjAAiâjl A-o-likll ^aLJI > j^ajl mn . v . ; . JjiaJJ 4^— Lo^. ^jJ-lLûJ 4 IA 1 J 58 ^ a ^ >i 
a*_j i^lxll a*j :^Aj «Baker» ^À^<ûJ Uâj jbul 
4i jill jl jLic-L . Jjbjllj jjLuJl ‘uLL a*aJI ^ jUJI^ 

4. fl j 1 k s\> iillÂl tbbjjAj ^1 3 C- ( i_Jaj l^ilj AjIÂj ^11 .la ift ^axill ^ Jll Cj^ucI A2 ^Ai&ll 

^alxll lia-û^l Ijjl JJC- i^jAiill ^aLaI) Al*J jaÙj fi A. j AU unajl l Ia 3 — aile. 

. a*.1j a*j 3 -iiàil ^ 1*11 ^ 4ijxil 

4-aAÂ2] 4 j 21 a^I a-uÜS jjjj]! LjUL^ii :(£jU 2 \)^jloli jjilaJl .2 

il$jlj_fi-o Uâ^iaj La£ Iajj^j vIiIaLajVI ^] ‘ 2 âJ\j]l ^jx-aili ^ Uâjiaj 

i- Ala ijj (JjV* AÇkjill IiliLklauV^ ^ «2.LTk.lll ^jiU-UJ J J 

, * * S 

4.1 A ’na »a>ll Aia IAj La-Ul LuIa^j o\spjÿ\ ^jÜxjj 

jUifrl ^ iaàa ^jlAa.^11 Jj^iLah ^Aj ^aUÎ oIajVI 3 fi*J 3 1991 Aia .1* U^allj j 
lil jl£ fc Jl^ A-ii .^jlA^.^ 3 ^ 1 ^! j - j^-û j' J 33 -a 

. lisfc. v j 3^-ûJ' j j>=4-aJ' ^ip 


- 1 * Archana Kumar, Youn Kyung Kim (2014) The store-as-brand Strategy: The effect of store en- 
vironment on customer responses Journal of F-etailing and Consumer Services, 21, 685-695. 
^ 2) Long W. Lam et al. Op.cit. 
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jki I^lallS i_£iUil iLiÜjISaII iilij Jjlj ,jî J*-aâll L-aji UâjC 

jjUj ïAÜjUj JIjI jjik jl- Jn - ^ .J 3 ôJ^^JLj JV-ü*-»VI il aA ^ujU J^lS, ^ l _^i_>*-all 

^-3 Jj^SaII 1U jjIj _^2âj -13 US tojlaVl ji ^UiImjVI Aj*i«ül :Uâ> (jjifjla. >*.1US ^il-la^l 
v_iljjâVl U] .^UiS OjjLa ù-^^' jjU} <la ^ SAaI jll JU Aai-l21 CjVUJI ^jia*-J 

.±\jlu$\ IjI^j A ..&C- 3 £• ^a.^11 ^ ‘Uc^ll j JUH ^ ^ s elàJl Aaà. jll ^.oSau 

iAjC-j jiîl j Ajjl-li. 3 II cA^^x-al' Aacdi.ll ûUjVI Cali^la ^j-iLiL À— aU-îl J 3 U! ^.uvi J^-V 
jjjIj Liaji vJLu-i^ U jlilc-lj i^jLall jaiax»]! UjS 2 JU-" ^all UlUjVl ^J] £- 3 ^. jU Ua3 

^ill (Lam et al. 2011) c lliaicl t^—Lj JS2a .^IiLjSaJI AjU ^^lc. ^jUH j^jâ^ll 
JJ Liaj'i li*^j ^ -AaS 3 L-JI U 3 JI fjjjlâl 2aiâ j£àûj J® ^uflall 4 3 JjsuJl ^uÜil ^ 3 ^ 3 
oUSjVI/^aI JâVI Ujj ^Lal i>L 5 l-ioicl jlill '3 k^ 3 _)iil u-âUJI J (Kumar, kim. 2014) 
^uüil i 3 ^j 7 l^ial jlilll (Robinot, Gi amie 11 oui. 2009) ^LLo Je. 2Ü^S lixlLl US ^ 
^uaU.- yTu ^lj Uûâ U JS ^ . Jl^ajlj ^ja-oll v jjj 3 SaJl ^Sau 3 J-liill JU^/l 
^c- 3 J] J 3 ^ 3 j ^1-la.JJ -j 3 CJ 4 i J^a-oll J j$Uil Ijii 3 : Ululai) vüj\_j t _>»»S*j AliU 10 

,^-wjU^ ^yclaU Jja+si A£- J 3a ^_A 3 


^ Long \V. Lam et al Op cit. 

^ Archana Kumar. Youn Kyung Kim Op cit 

^ Elisabeth Robinot, Jean-Luc Giannelloni (2009) La prise en compte de l’environnement 
naturel dans les services - Une échelle d'attitude Recherche et Applications en Marketing, 
24(2), 29-51 
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: 4 kj. ujI jJu a 1 \ .3 

(jjj^ll cIjLi^^Lu J j^2â>Jl jjjtaJ S^^aH ^ iLùll Jfc ji filial' J.^ 4 H J bJ j 

Æ uÜ>bâ,l s-i— ^ jjjhll J J iAllsuall cliljjilail ^jâa*j J j Je. Caaijl 

cAi *— , j'^J Aalla-J Ù.#J a ^-- 1 sJ-ajt— ai- ij-° J^ J Cil JJÀIaII 

AÜ-Jal .Sjb) v/âVî* j\ o jlWI 0 e - 2 a^U J Jj jl£ ojbjJI ^iüj£ . Jl >-. n&a jî 

^ju Aj JI j ^Jl£ Auâl JC 3 -ûja 11 Jl y Jl LàaJ j t J- 0 ^ ^ J - ' 1 <j Jj û'^ ^ ^JLxJl JJ 

AjIjj ^Jlll ^IaIaVI j jjx*dl vJjljAJ jlajjLX 11 ja -iùe ^jC '^L-bâ .^_J*aH _g jTu..ia11 j 

:J£ia 4 ua*J ^«ujliu Jj ‘b-la-ail CjIjjjlIaJI jà»J £-lj^\j \j!miI _^3 liaâ .oj-_ali*J jjjjll 

û-1ôj Jjlja t ajLuI i y * A a '.JIa Aojjjjj ^j-ujILo ^ iojLjl >- fl --A tAj— ûaJl 

.<Jâ*^ll I Jlû A-ftiâSlall ulllâL-ujJI jjüAjLaj ïSjbjll 

SlAjjVl jU^VI :UÜ 

Lo^ic 4_ia-ô A_i3^x_0 Ciblée. Jju SAIImiVI v_j ^j£. Aj-iab Je. Jj.n.riV) jliÜl 
‘Lû^IxaJI jji y o JlÀll ^ vJjLo^lxa JI 3 —JI ^ij Je. *. _ '.}y j 

Jaj J clia^VI ^a*J Je. Ajla^M -iàâ 4 j 3 j*_û Jjb a J 4 j 3 Ijlj iAalaJ jS-bj 

j>»âV^ J l^2w j^ x ..^3 Ig .a> v Ajje- Je- Aal jl A_oiljj] j) .JjV' jliükVl aJ»**iI 3J Igjjlfij 

Aj^xua t^jla-all ^ ^jjJ ' Jài *Üli-ji jj*-S J c- 3 — j Jox CjIA^/ 1 ^Uaâ.1 

v_Jjjjj AaauuJg j ù ^ 1 Jjl n'u.Vl jliüki Lc£ .s n> x>Il oliu! i^I^aII 

^ ^ilil ^-ubJl Jla k j-=uL-aik Jiwu^ JC. ^-âai Ajl>yi Ca3 j iJlüjV' laLojlj AÏija^\ 
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Ufljj v _ 5 J«_ll: Lo£ 4jLah*)/l villj j£ J <ij-^' JjlA^/lj 

(1) .cl JA > JjV» ùWL-Vi 

^jSfl jLulujV^ ^_ÿ*j3U lui ilïL-il jJ ili\ jJila s gl’A.al -ÜlJijM J >0 4-ftjlâ ûl^fr] .Ixjj 
4ôlûVi (J-i— 3 jllî^l ±U3â ^ ^ ^jj.-O.-O Vl^ J^A^aII jl ftl^fàJI <C J>X\> <0 4 _ 5 1C 

illa.ill * — fl\-lA.l ^Ijj \ Ig-ljljj jl^allj 2^jj\\ kt-Wxuaj ùàc. J 4 « . n)-a Jjî . ^Ull ^ 

4 J 3 fl -. 1 l lflUc!Xo 3 ^U-aJl r y^33 lgla .. ^ra ^.lo I 2 & ^ lAjU-Jajâ jlii^V AjLIÜI j 

4£. Lu-ail JjAjlL lui ilflJ A^k_njj i^aoül JjUâ 2 kM«]l j jl£âS f l L>* AC- ^a^aj J ^o^aJI b-ilil 
- J=^i I ^paxjil Llâ^. j ^Ixa ^ 5^1 ^ 3 JÜ / l »\*^ a . la£i tJ> 3 nll ,j-ï Jlxi Aj^illl 

-ilC- j ^jUI jjilall J 3 L ^-Ic- LilââLk Uiu JjVI jJÂloilj jltb IjÛJ 53 ^ .41* Ji) Je. 

.4Jl*_dl JjI jJluJI 

0 J}*rn 4jjC ^lc. jLiij Joxj "^JjVl jJâj ^ jj\ jLuu-jV' ^ 

«SPSS» £s-oUjj ^Ji \$iujSm luiâ t JjlVill 4_aJL-a 4-ull 20 LflJa ^l^jiul .û-ijSui 30 J>-o 
J 3-3 Il^-oAl J-ûl 3 C. ôIjlj JjtiJj ûbVl <A>j 3 -û ,J.lo ^Ül ‘^-lULil ujLA jl-A^I J^V ^ ^ 

aj] 3AU ^Ic U jj^j ^^illj ülj.^Vl ujljUxJl ^jkC fc '^A . l l .ibjj 2-uik jlilâ.VI 


^ Paith N Bolton (1993) Pretesting Questionnaires Content Analyses of B.espon dents’ 
Concurrent Verbal Protocols Marketing Science, 12(3), 280-303. 

.2 oûjiiil <*-ola juol — a-o jl IJ ^jjS _£ jl Ju .J 

.2 0 JLli Ax-ol^ ^^SUI jlli-î ^JL-a v _^iL__â .ù. \ 

.<L_â 3-Jal u j\lJ -y Sj^a ^jj .J 

^ ^ Statistical Package for social Sciences 
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S-ibjj cliluil JaUa JL J 4liaJI ù\ jàl cl)l^.j^ jjlii jl Ljaji J 

^ .4liaJI 2 Jl djLlâJ jjlii oAij *a kliliSll JaIxa .ïtajjj 4 jI=*.VI 

«a £Ui jj£ Ull j c ".»\ )\W J le. JSS r l JaIxaII J^VuJ J ijU-Jl 11 a J 
l«i 0.852 a1a& U c^jIaII jJxJI J I tj jVl jJjaII 4liJ £ ^a> a ! Jj ^$21 ^ Cronbach» 
-liJl JJj jiiaiftll 'alS j 0.920 Jj -iÜâ ikliUl^î/l J J^xlûü 4a-dlL JaIaaII LûJâ 
Ji^ilj 4jî jjc. .4-2 j2l Si J J ^uJ j^)j j L» y» j 0.6 ^a j ^jjULoll viiliil uj ^UxJ I 

J je >LÂa3 iÂj\aV 1 J J Jal ^-lâj J JlLajj JIaJI i. n.nj ^21 JjVl JjMJaII klil Jâ S JS 

jl CijjjjVl JIa !üL-J ^aj’u-aikJl dilj J J fûe ^j.uSaj Ia 4jIa,I jj.} J^i2l jA JiSll 

• AjJoaIc diljlixJl jl jl ilAjJC j ^JjjjSll £3 ja 

-2jfJ JaLflSa»yi £-a i-ÜJ 38 JJ JjS’l JJxIaII J Jj J-lC- v jÂuik2 ^3^ Jj-Ixjj U*3 tv212 
J2*]l 21 41 ixa 1I . ** il ^ '»’' ^1 1 jVn i * oa*i .*11^ « A 1‘ . j 1 J. .il ..i**» J i > i»*‘i i \ î aA 1 . Al M l ^axIaII 

LA.laj .Sjljjll j-a *. l - J l j SXaJl J Ja iSjLjjil dll ja .UC- I > _^A j jUlu ^ ' 1 j-a JjSfl 
Lu-jjll 4x111: 120 Jl ^il— b] Lujxll 4x111: 170 4L« ® JM 4ÜLi J jlu^V» 

tUlL-i IJI jLaaII 4lia. l l Ixjj J-jâ JS Je. JIa^/I ù^x\\ £jjjij lla2 .AjJjI^JVI 4x 111: 50 j 
-l^a. j ,*.1x1 IJâj jjliâJI 2L S jl.ll filial Ixjj jLm^V 1 4âJ jA j.liâ JS k±s\-\ lie. jj Iajjj 
jjj Jl jjl jA JJjSll J-ÂaSLj 4^2». jA J c4^_=k jA jAia JS J L_jjl^Vl JLiL i-liUiaxA 

.S j>iAll klililjii^Vl jA 1 ^riSaj Ia ^A $ 4j— û Jll 4illlj J^-aj 4jjIxa 1I jl 


.297^ i jil— .o Ja ji-k-a 

jUn-yi 4AÎli :(5) JaUl * Jül (2) 
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4j»l fllli v*i%jll SIjI a ‘ : LHLj 

3 ^^ 1 Awûj t >>' ^J] AauLi Aul^iJl jlm^VI AajÜ ^ 

* ^ ^ 1 > 1 n^> l^jlj.,3 k^jlj n 1 - J ' 

l _ 5 Jc. *_fijxjil Aj jAlàll di ^lûJl ^jLûl! j $ I^ a I Ij $3 ?^ ^ 3i*2j *Jj^ *3^ *1 

^uajl xsi\] IaL 38 ?3^ ^ .A*J j^ll Jbâ .Jjljül AJnC. jg 1 -iaII £<sl j 

^-J] 1 3* 4-ûâ^o 4_*^aju-ai. j ^alxJl Axj I^jfc j jIajI *Ujji ^Jl ^liii'ij ^jLûjt ^ ln.il' 

-XJ ‘26 J) 9 3-° A_a3^o A— ajL- xà.j j-iiill ^ j'jJI j ^j -a- A i i l Axj ‘8 
A— aj'uL-aik j ^C- Lûl^. V 1 .1x3' 1 jj^Îj 1 3 1 ^1 27 3*° A_o3 ja l^u ^aV > * .a . Tt j A3 ^>xll 

i ç. L» Ja j-Jaii > ^_A j 4 j il*. 3.1^.' j Au— âl^ 'iifc Jj^uJajJ .38 ^gJ] 32 3*° Aa 3 ^c 
Iâa 3 a. An .3-^Jl foffil Aj jjjjjll CjIaIajU * 3 ^ ^ i 3 Î*jj r^liîl f3^ *2 

vjiil jUxJI ^i^x>2! 3^S-ûll 3^-iali :^L l*& aj3u!' CjU^ûil ^ic ac. j^a 10 
ùM j_o*Jajj $^j1**j Ia-i^I 3 1 3 ° aj2üj jUiaaoi*>V ! j JV-Ij—jV' J_^ 

3 - a^l : j 1 a.ix' 7 ^ylj 4 3-° ^>4 axjjL ojIjV' j axIaII J^» Oi jloxl' ^1' 

3* -IjJJ Aj31!ij A_u-a joli j oJ^xll tftlijll ^_2 3jf3^ s j c> 3j^‘ A ^ 

s**W l^iSj 10 J) 8 

3-û AC. 3oJajJ j Jjjjü A_u-ai_2J' ^j^ajU^^lL ^3^' ^ Jfrlxl j : ‘*‘11*11 *3^ .3 
Ail^V» 3C- !iLJa3 .4 j**ü ^ .11 j ^ -ai lxli il /L *J\ iiJafcj]! ^3*3^ Ail**iS r l 

ljj*il '-a£ 3 ljn * " VI Jji ^ 1^1 j^j ^j l^jlj t I ^ . i a iSjlj^ cLiIja ^^c- 


.UIL. 
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j ^ jjüil jù « Likert » ^Lia '-Loi .i^TuJ i^jLuL-211 JjSH ^ 

^jüiJl c j^Jl ^ 4l3^ic fU Loiu ‘Aj^-aliJI ^-1 û ^ llaiJlj A^—alü JjV' cj^ll 4l3^j C- 

U*a L»£ (Robinot. 2007) 'Ci^Vu.i! IaÜL» 3 jU*JI Jja Aial^oll ^IjJt etalj 

:JÂ\ JjCaJl 4.-y.,h Jj L*£ ^Uiall Jjl jji Ar^lj— eaj Ljaji 


^LJlaII jl jjî :(8 -4) j Jj^a. 


LoUj 


"» 'N i X 

U 

LaLu ^ialik 

<j*ULJI CjI^ jJ 

^ jUI 

5 

4 

3 

2 

1 

(jôiLâü! jl jjl 

1 

2 

3 

4 

5 

AuLJl ^aiLtxül jl jjl 

d&J- 

5i2u 

jil>4 

U lt 

4jl^4 

L 

l£Üa) 

CjL^ j-j 

ûUW 

2 

1 

0 

1- 

2- 

^uUoV» £AJj»J\ ù'jji 

2- 

1- 

0 

1 

2 

4uiLJ\ Cil jUül (j! jji 


^JUJi Jjc.) > 


(3) ûjj® (5) J) (1) J* £ liocüJ Lü! ^ jIaj 
•<^l •>» ^ (0) *U-Ï ùjj» j* (2) J) (2 ~) J-0 £j.üll lii<ücl LuS iJjV' ^ 

A -L uiSIjlÎI l^ ai3 4-uLJi Jjl jjJ\ Jj^jü li-aâ cAji L j j A^jIaj] CjI jLi*J 1 j j 

:^Jl jaII JjC^JI LûS aIAoj j^ûjs ^Uiall d_il_i!li LJ . 


0) 


Elisabeth Robinot. Op.cit, p357, Ibid pp 363, 364 
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uiaJl SU ujLuII 4-ojâ :(9- 4) fâj Jjix 


iûLjil A^a 

J>ufl 

JbuVl 

CiLuil Asuâ 
• •# 

J .IC- 

j^yi 

dil jjÜaII 

0,83 

8 

pUI» 




0,9 

18 

^ i ^ i 

0,95 

70 


0,91 

5 

*À jkl\ 

JO 

tfA-» 

0,79 

7 





0,82 

3 




£À*\*j\ 

ÙJij* 1 

0,85 

4 

^J* <u£-* 

0,92 

10 

0,79 

3 

^£.jjill jj£-ü\ 




« SPSS » ^-ûU_>J ûla. jL , o LLufrl w_ilUai\ jljaJ J-» 


cI-üj 38 ùùxj 0,95 ( x_Lj 2iu^ t jllax JjVl jjüaII (j-LiL» ^Ifi iJj^Jl uS^ J>* 

^Lj ^ 0,83 pistil ^JIj aï* 8 jlxjj -J>îJl ojjSu £làjjVl 13 a j-ij 

0,9 j-liftll Axj ejlx: Laiu .cl-Ja^*JalU ^IxIaII AiJI Uâl^k 13] 0,88 ^A 4^3 oii 
v jj3A l$*.ln ^lill piall ^ - ^n ai LgA j 5 — J 0,91 Aâ^jill p\ A *A 3 tlslijj 1 -üj 18 — j 

0,82 a! v _ 5 — aâ'l ^Lj ^âj 7 — j 0,79 A-ua ^^c-LuskVl -^*-3! CjIjj £L l-o£ . jjAxJI 

^aj jjjj 10 ja*j 0,92 vjuklaj2>ll pistil ^jULûH 1*ûjj -(jjljjl! ^31 *ja11 aîJI s. <h j 
(JJ&aIIj J ^jj 4 J ‘0,82 tlllxi A_ftjL j^SLalL l^-Lo ùjli 3 tojlÜA^ 4_aJÎ 

Istxaa. ^a j t0,79 AjLj ^Lj tj^ ^ H ^>4 3 ^Üjj Lua ‘0,85 I^jIjj ^Ijj ^Ia^.^11 

.JLiluil t__>^lla_ûll ^Vl ^kJl 0,6 tliâlâ JLu^. a^Tk 
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<LmiI j- il) LjIa jL* 


U JjI Lû£ l$Jâ 'jJUÜel jll 4jjljLuJl 4^J j jl J^LkJ J ^yajC. 2ll^J-all l-lgj Jjljjj 


ku\juL*$\ S jüli l» 4 J ‘LLla 4 jjI 4 jjC. Je lg-*J_J jim*-' Aa jlâ Je IÏjLmi 


: Jl ,Jj^Ji A-k.^i^j La£ l*jjj U" 1, >1>° J ^jl^â £>l^jljj llaâ .£_ 


A l ? k Al 


J jtvffl ^4 a,ja 3I jL jIuiVI çfcj' J jjjjj :(10 -4) fâj Jj^ 


O i - ,i 1 1\ 

jjxii 


%100 

340 

4aISll 

%84.41 

287 

AiAjilMfcft]) 

%71.17 

242 

,u-,n a -v n .xi\ 


— j 2aiâ jAÜj Jjl^sll A^JLuall ji JJC %84.41 4jtrk jL-udl jluL-) % }/l J ^3 4^-u dixL 


JSj V jll jl AjaJLj !»— üj V jJl - U . /uJ v n . . i uliljj tj£Jl ^ ja %71 

. 4ual jê ^ajl JjI^JIj Jxlall $ jaJl JJ a'Jk ediÂj iaIIwjV' fJâx.a Je 4 jL^’I 

Uljjiiel JA3 t Jjlt j JjSf! c jjl j-iLL» J AjV-aJ jjû aAImSM jàxj dljjj JI fjl^ÜJI ^j^j» i\ 

.oAjla_a jl kAx^j tliLlaJ 


‘20 J ±^y\ j «spss» ^-_oij ji ^iaVi^iIj j i^iiULuii ^j jl i_l^ 


-la — j jlaJl tlUaill I Jlo 4j—cjl Ajj\ .^i^^fl *h\j£j\ j* 4e ja>a Je JlVâlI J 4 j IjJUuel j 


jftlxa.il ^alj Je *-_sj*Sllj <Jjd 4 Le -—L^a 3 JxV ^jUa-aJl ^JljaiVI i J—ixll 


J-jIajH Jlo JV-ü— il djIjUixV UjIjxI ,je >L Ja2 c<*üIjAÜ J jjLlâil jjLj wjIaI^jIj ^jLûJI 


. JaiJl jIa^jVIj JaUJI 
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* LujI jill Cil ajÂ - aS j jP :JjSn uJIx 4 ll 

jjl^-o Ali-J Alix]' lIi'JjLo AjjU-a^.'j/] A>'1»^1' a.^ 

.A_l]'^o]' alixll l j_ûl3 *L-allûJ' A ^ullil' < _ g ic 

A_i«aUJ' jjajL^ü' jja-4 CjIa^La] k _ r L-a j ^ûa jC :Vjî 


:^J'3<4]' J jA^J' A n^i-w.u" (A £j' jjxIû AjjxJl vlj'j^Lâ ^ajU_Èxl cliLl^.] 


Alux]' j' jàV ul jaxIa ]' > Lu^a jj :( 11 ~ 4 ) j JjJa 


6l 

tli) JJftU' 

ÙU) 

jj*j 



61 

181 

Jjû» 

25.2 

74 8 

Â_u_jjl 

65 Cja jÀ) 

[65-56] 

[55-46] 

[45-36] 

[35-26] 

25 <> JM 


ê>— 1 ' 

7 

13 

44 

38 

120 

20 

Jjû» 

2.9 

mm 

18 2 

15.7 

49.6 

8.3 

Aua\ll 

Ue JjLJ jj 


jjjtf 

v-*- 1 


ts 

34 

122 

72 

14 

j'j^l 

14 

504 

29.8 

5.8 

AitAiit 

jüjxi' ji-in 

ixwajloll 

t_yaâll«ll Jloll 


JiJîl 

74 

90 

78 

JjÛ» 

30.6 

37 1 

32.3 



w 

V>'> 



44 

27 

171 

jlj^ 

18.2 

11.2 

70.7 

4.1— \jl 

jislà «il >4 4 

-'>•3 yj»2 

uA# ^ 



105 

53 

84 

jljSSB 

434 

21 9 

34.7 

A-u-iil 


J' £ >-' 

£ J*-' 0 - J& 


OXa 

SjbjH 

59 

66 

117 

J»JÛ» 

24.4 

27.3 

48.3 

4l 1 . -ill 

<1 j ^ 4 ) 

£*ü) 

JUpV) 

*uâ ji 11 


•jk3® 

33 

6 

176 

27 

JJÜ\ 

13.6 

2.5 

72.7 

11.2 

À. i.i.itt 
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%74.8 aA** A— iljûll AjuC jlajj J!>lk , 3 -a 

.Ai-i [26-35] AjjaxJI AÜi] %49.6 AIa-ô U 33 !!*^ Llijjk. *_jLi2JI 3 ^ AkxJl c L-V: ji JslOL^ 

^ '!■**' 3 J r - g Ô . >^ '■ jni ' - * n ■»> k ^ ^ '\»"i 3 jp . -i ^ jjj 4 'i ' » \ 1 jl^âl - 11» ^ 3) 1 - ^-i ^ j| A i » 


liai ^Üll 3 i kliUàJ Ajjl jla lui >*ll,‘l^ 3 $ lâj .%29.8 — j ^ jjlÜii jji o^2ilxo ^ j-lj 

$A_Lix]l 3 a %32.3 ^jjïj-ûJ fA j 3 >itt% ^Jik-lil J/a-Ja 3 * J ^ 3^1 3 njÜI £t-a.}j Li* 

^Ûiill * * ifl y »l l 4 > . .. \ 1 1 Ij^j %37.1 MjlJI JiJ jilj ttlûll j.milij 

%70J Aj— û ^lc.1 j^JjjljàJI Jlaj iAj— û^J! Aa^lj 31 jjâ.^1 3 a— ia A— ;.}LJl 3 A- caLâJl 

.au 3 c. jl.iL 3 AuLll Luâ %18.2 au-ûj k±ù^)!\ djL— ûiJl 33 ^ ûj*iUû 


Aj3 j-lUill CV3 33Â kl ixll ujbjLï ^]à*-0 j] J3ÜI jfLtu c^Ljjil ^3 J.1C- A^a. J-û 
ûj!& Ljaji i>£ ixj La 3A3 kljl J-Ï Jjj j* j.liül viiJj jjjjjj % 43.4 jiixJ Llua. A-Jj -21 
uul-ljLa ajbj Ji^j 1S3L3II ûJüû 3-aij Luâ . jjliill uüül 3-iLall kli'jjU ^jJajau 

30.-^ 13 J3LV' ^lii jlü] LaJjü ^J% 48 . 3 — j j^ïi 031^ Aj-ù 5- 3f*J 3-1 JâV AuxJl 

La 3*3 %72 A.u^li 4_n]Lill jLaC-Sfl 3* ojLijll j-a 3-L-sS/l £âl-lil ^fixj . lju.ii AjjlSla 

jjill ^aJ % 13.6 Âq^ajj .LÜ 33 j Sj^Ux j.\i 4 AjV 3Ü ^jL-cuâ^M jJÇjUall 
.£^JUJ| ojljjllj ^ 3 ij AjàjloJl ALlkJait AJ-ÛÜ 3 °/ol 1.2 Aj-xL A^âjill Ja.V ûjLjjllj J 3 -Û 3 L 


A-c-l jiil Ajâ jjjUÀll jl jAaII ^jLaII 3^JÂa]I JJ*~* CA^j^aI J U< 3 jfr :LjIj 

^J| A_nxJl clsIjjLû JjiAJ l*Ajc. ^A\ ^Jijl -1;A^J ^jLu^JI 2a— i 3 lallj ^lVill ^2 L>o 


a J* ^3 I a ^3 i^l ^ 3,4 ^j.i l \Ort\l 4 _ûj 2 3 » . yk\ ^ 3^3 3 A 3 ^3 iV^|' l i \ ^ 1 -. \ A\\\ J La 4 ' 'l 3 ^ > < 0 **' 


J 3^3 ^ju Ia^xj .4 — 1“ 5 13* 3 - 1*21 AJl«3 ^ 1 ^ l^lil 3 ( 5 ) V _^A Aaj 2 3^! jilau tAJlaJl 
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J] (0.8) aâü' JJa AiLbl *0.8 =4/5 J ^LiLoll vjjUâ aac Je. ^aJI Aa. J i ^liUill 
Je J— a^j Jik IÜA 3 J 3 VI 4jill JeVI A^JI AjA^ 2 Ja>V ‘(1) ^3 J <-*uâ jx-J 
IÜ 3 ^aIaII ^j^ajl .^vv çaJjjiJ *" Artll Lii*JI 3 LûaJI AjA&il JS 

: Jj 1 ^j.i l <a.s\ l a*' 1 AjjL*aJl ■** A !*«..' j"'aU 

*Aj— ai-âü >— a-ur.Jo f -> jj >. flu^j 4 ] 1 . 8 — 1 ] J1 > aII ^Ain ^-jl— i 2 k Ja — 13 JS 
ï Aj-^albll Ja— Jjlall ^< 3 ^ ^uâJ v- Âb-*aJ fc]2 . 6 1 . 8 ] JLa-oil ^ -« ub ^J— O. ia — 13 JS 

iAj-olâil 2a— J 3 I -1 ( a-uij 3 Ù >- fli—a ; *]3.4“ 2.6] JIa-JI ^ -a lb ^jI— -Lu- jj JS 

$Au^»lAll Jxj^. ^uij 3-1 >■ fiu^-»j *]4. 2-3.4] JU-ûI 1 ^-<ub ta. 2a-i 3 JS - 

fcA.jwilÀlI Aia. ^nft» 3 J *. àb<aj [4.2 — 5] JI>a1\ ^Juj 2a— j 3 j£ 

^^Lall jjboil ^uajL-aik ^ A 3 — alÂ. JloJ ^Âltj Ab JSJ -_U-ûil 3 ubljljSjJI rcAjJajë ^jS-u 

Jj 3 ^b lla3 Ibi Laie - ^jLuuajl ^jL-^JI 2 a— 13 J! £_« <4— jljJl -liâ Jjliiil ^2 

* L) 1 . i^jl . ■> ♦ » !n 3 -û ^ ^ A l l d j ^ | l 1 ^ ift 1 1 Aail— Jl ] ^ ' l . -v I I lA 


A2jUaÜ iblA^j J til jAalI ^jUll jglîrtl) wiouûj :(12 “4) fâ j JjA^ 



-ii 1 

2a— 13 II 



J* 

& 

JÜuSfl 

MJiUI 


^U-aJl 

fi% 

Ni 

75% 

Ni 

fi%o 

m 

Aj— alül 


0.755 

4,19 

82,6 

200 

15,7 

38 

1.7 

n 

1 


2 a— jlo 

0,858 

3,27 

37.6 

91 

50,4 

122 

11.9 

29 

2 


A»x 

0,801 

4,24 

82,2 

199 

15,3 

37 

2,5 

6 

3 


•>**■ 

0,768 

4,05 

78.1 

189 

19,4 

47 

El 

6 

4 

1 ; 

Oia. 

0,801 

4,37 

86,3 

209 

10,3 

25 

3,3 

8 

5 

g 

<*- 

J-a. 

0.777 

4.12 

83,4 

202 

12,4 

30 

4.1 

10 

6 


Aia. 

0,731 

4,35 

88,4 

214 

9,9 

24 

1.7 

El 

7 


-Ua. 

0,732 

4,33 

87,6 

212 

10.7 

26 

1.7 

4 

8 



0,529 

4,11 

^bül 3 aJ\ Au ^jâjLââ £ j«>« 
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0.782 

4 19 

86 

Ea 

10,3 

25 

Ea 

9 

9 



0,957 

3.74 

64,9 

157 

23,6 

57 

11,5 

28 

10 



0.957 

3,68 

64.9 

157 

21,9 

53 

13,3 

32 

11 


J-* 

0,833 

4.18 

82,7 

200 

12,4 

30 

5 

12 

12 


j-^ 

0,736 

3,90 

75,6 

179 

20,2 

49 

4,1 

10 

13 



0,988 

3,86 


151 

28,1 

68 

9.5 

23 

14 


0“* 

0,749 

4,18 

S3.5 

202 

14.5 

35 

El 

5 

15 

1 

Ù“* 

0,903 

3,80 

67,8 

164 

El 

55 

9.5 

23 

16 

% 

*>** 

0,849 

4.07 

77.3 

187 

19 

46 

m 

9 

17 

>- 

0,830 

3,84 

69 

167 

26 

63 


E3 

18 

**>- 

3 

J-* 

0.972 

3,56 

63,6 

154 

20,7 

50 

15,7 

3S 

19 

i 

J-* 

1.081 

3,64 

60,8 

147 

-t'y j 

55 

16.5 

40 

El 

% 

j-^ 

0,990 

3,48 

47,1 

114 

35,5 

86 

17.3 

■a 

2Î> 



0,829 

4,08 

81 

196 

14,5 

35 

■a 

n 

22 


J-* 

0.888 

3.74 

6S.2 

165 

Ë£P3i 

59 

7.4 

18 

23 


v>* 

0,937 

3,79 

65,7 

159 

El 

58 

10,3 

25 

ma 


*>** 

0.758 

4,05 

79.3 

192 

17,8 

43 

WM 

7 

25 


J— 

0,778 

4,17 

86,8 

210 

8,3 

20 

5 

12 

26 


ù-* 

0,548 

3,88 

JAlâU a-4 


0,808 

4,17 

84.3 

204 

10,7 

26 

5 

■a 

27 

* 


0.861 

4,10 

82,2 

199 

10.3 

25 

7.4 

18 

28 


0,780 

4,30 

44,2 

107 

6,2 

15 

■a 

11 

29 

i 


0.888 

4,24 

81.4 

197 

12.8 

31 

5.8 

14 

30 

5 

.!>-> 

0,813 

4.35 

86 

208 

10,3 

25 

3.7 

9 

31 

J» 

0,716 

4,22 

Ai jàlî JXj j~cLC- £ >xij 

-Ui 

0,666 

4,42 

92,5 

224 

6,2 

15 

1.2 

3 

32 



0.819 

4,11 

81 

196 

14 

34 

5 

12 

33 


J-* 

0.866 

4,10 

79,4 

192 

15,7 

38 

4.9 

sa 

34 

î 

>-“■ 

1.106 

3,84 

68,2 

165 

16.9 

41 

14.9 

36 

35 

S 

J~>-- ùxo 

0,890 

3,20 


79 

49,2 

119 

18,2 

44 

36 

J 

S 

>-=*■ 

0.763 

(CSB!! 


200 

14.9 

36 

El 

6 

37 



0,744 

4,17 

83,97 

203 

11,9 

29 

4.13 

10 

38 


6-* 

0,564 

3,99 

jiJI p 

0“*^ 

0,530 

4,05 

<^n J4^S 1 


« SPSS » Je. bUk.1 ^Ahl\ jl-acl JA 



































































































































































































































































247 


2a-jla jjSi A3 JX Jl AiUâij AÜxlall 5 A.j— abvll iâb 4^1x11 _jaJl Axj 4 Jj.la21 J5lâ. J-a 

^liljla.1 La 0,8 A—u3 jjL*-a —fll jaôu 4,37 l^la— jla ( xL vl n~a Aja. ,a-uâj — ilÂ 3 

j jLx-o J 4,35 2a— jlaj ojl^all S kn^.i A.fllaTi.all 7 A— -alâ2! o^>— lia 1 $_Jj ^aJ 4Aiixil Al^l 

vIjIÂ LaA j 4,33 2a— jlaJ ç. 1^21 aA^^ _J jAj ^all 8 A_i— alâ2l a^)— Lia \frjlj ^aJ 0,73_J jASj 
3,27 Li . .- j\a\ ^1— a 3— alLs AÜlxLall 2 '» I l *^1 Ai— a» j_ y & jl --^ A 1 1 ^ al 1 ^\'\*'\ > ■■-> \ <‘o**« >.** 'I S ^ \ îo**' 

J-USjV ^glc. JAj La fclTutn ^alxll 3^!! J— a Le. jjfil L-sjI ^A 3 0,85 — J jAAj *_il jaJl j 
dilil ^alsiJl ^aJl 2a— ^la 4^le Jfl— j • £^jjjVl jjUla L u — j cL— a^-Jal! 

• j-*^ flxll _ÿaJI à' Jjî» ^ J-j 0 ,52 — J jAAj JjUa ^ jLu-a — fllj^jlj 4,11 


AJ ^- . k i AllxLall 9 Aj— alâJl jl Aai ijAiâll ^a.jlâJlj ^I^IaII f j -a — aT i l l Axj ^j-ajl— aik La! 

O yïi Lxa A^ 0,78 ( i2j ^ jL«-a — fil jikjlj 4,19 a jA3j 2a— 3—1 j&\ JlaJ jAiail £3 3 a! J 3 — 33 !! 


liai! AjjL jjjxjj 0,74 0 jA3 ^ jL«_a ‘ — fl) y*j\ 3 4,18 2a— jlaj 1 8 À—- alâ2l ^ jAiâll acl-Ja) 


I fr Ajg AjjjaII 21 19 jaJ 20 ^uajl— aàJl ^A L^ix-Jal jl JJC. Ai— ^ jAiÜJ A-La—u- alll 

JLaa .3 AaljjÜll y * alixilj u k Vil! ajâj 4 jjAjÂll 0 j— aÀ _^3 jIj ^21 30 !! AÜxLall 3 Liljlij 

^ ^ jlja-aJI 1 — à!__>aiV! JjU w" ijv l$"n.aj 2à^}Ljj AjlLa^ ^j-ajL— aâJl AjIa ^jjLiàlb 2-ij-vall .tiali 

jjUill ^ÿj ^1 ^3 ^2J1 —lljla.yi jjLu La0,9 tg-x-uia. 


al_lx21 ^y a j ..■•«, i ^ à iL jll ■ < <1 ^ I l v^jl J ^ .-^1 I l ^jl2a— jj ' <* jl 4^^ -« ^2 ^ - *' * L> i La^ 

■ ~‘ -i l _j ^a ^2 <^£ 1 - ^->A 1 . .- , Lt» ^ *i«> '< iLJjli — jl2a— ^Lall - 4Vi - ^ y r*i y 1 1 \ <;A ^ w-v 4 AjJLa 2 k 2 l 

jal 4kJjljl— yi 4 — jl jLl— 11 — kü^a 4ocl— a^l 4 j^jill £-3^aJ — jjjjillj j^VI j ^kj l â j Axj 

A3 ijâi — jl2a— jjaj AJLaaJl j— alixîl f -klàxa IAAxj ^jb j 4 jAiàll J^Ia A£jra2! a 2_^— 4 jAiill 
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^ic. j£jJ j-iUill fcillj jjl JjaH .AjjIaxaII A— U^l jJJXJ 

3,88 ojA3 2a— ; j1ûj l i— a ,< vi ,a — n> jxxxj ^Ic- iAiiLoaJl A jLln ^ll — _ij) ^aJ' 


.0,54 ^ jaûlj 


y£\ oLiaU AI1xja}I 31 Aj—alâJl Jjaj *A3 jiil ^lâ.1^11 Jlaj Ajjalj ÿo 

^13j Aj lie. ^Ic- La Aia çxujü <h\ù ^ j 0,81 ôj33 ^jLxa jaiL 4,35 Llna 2a — j jla 
aLa- 21 30 Ai— alâJI ^Jijxll c-ajjJIj AÜxldl 29 a_i— alâJI Sj-ilxo 1$-2 j AiUâij 

Aal— ui j Ai^)*Jl Alla Lu3 .lia ^xSü pA j 3jI— iyï\ j ^jUaII où ja ÿ* oyJ K $\ AilaJ 

. l.lia 4,22 2a— jIaj A3jiU ,—^0—^1 _jna.j jSJuj . Jj— La A3 ^*21 


2a— ^La 32 Aj— £ a'-âJl J l V i i j— a 2a— i jLo ^jlaj k^r-LolaV' AxjiL J^Lijj LuS 

LojS .^j—a ^a-ufiJj ijs! éLilla— ijIoj ,*$— >L1j 1 AjL ,aJ Aia p-uÜ — jl 2 4,42 ajASj 

AjjLjxa — jlil^ajl £-o J3I dAla— jl*u AA& j <j-»liL AaIxIaII y * alixJl _jâlj lâaLlj 

^jl Jiiajj Ijj.iii ojj£ Ia£ iùxuya ^jjIiL ^jUill ^1 joli fùC. ^jjSxi Lo t._ 5 2c2 

'» »l l . -^1 \ex ^ ^Aa-a jh* ■ ^alc. !u . ç. ! ■ -'•> j - 4 i..i »\ ^ j\l . < 1 \ . .i^ 7 i Aj— aLâJl oùJb Jj 

2a— jjaj ( _ s 2£]l ^^LJl ^Laaii jjl 3,99 l^Ja—jlo JLta A L ia ^cLo T i a Vl 

■ Li— ia ^jj_ixj 4,05 


Aoâ^lÂIl A^Aàil ^JLxaV' ^nV>^ jja- 4 dila jâa! t _ r û— ^ j jjia j£- : ulü 


AjAaj 2^ j^a-oJl ^3 l^_4 LLo3 CjI ^ 2aâ H l—ajl ^jkj 4 j^a-oll I La 


* ^ L 1 S_jLifc AjjLiaJl >-** 2 L» . .1 jjaUj LJ-5t_ 2^^ s — ■ jLkLajl * ' <a "' ^ < ^-v"i ^ \ to*iU <J]j1j3 


^ojliaii l&Üaj JJC- ( xuij jÂ s. fti— aj t]l.2“ i2-] Jla-ftll ^.Aiij ^l— ta 2a— j 
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SûjLxli y> jit, fXiSü jj v —ftiw a j i]0.4~ si .2“] JLa-all ^L-ca 2ax-i j JS 
$o jLxll Jjla_« f-uij J- I fc]0.4 i0.4“] uJ l> A 11 ^ -a i lj ^l— 2a— JJ vj£ 

*3 jL*D _^û jïXÎSLi jj v 6i.^>j fc]l.2 *0.4] Jl 7 » *11 ^ *1 j j 2a — j j JS 

.ojUli 1.1a >nâi j- V [2 il. 2] JLa-ail ^ *V.j ^jI— ia 2a— j j ,JS 


^jl— iaJI Ja— t_u-ûll ^ cl)l jl 4_ialj j ja-a l ï yljlajâ* ^±Jay ^j!LaJ * 1 ^- A*J 

lg-*uâ AjjI— J l cliljLxJl j»j 3 — 13j£ llA lio3 Ijjl UJc. ^jLxaII *-_àljaûVlj 

: ^1^*11 JjAaJ! Aa_Ja^J L a£> yilljj t Au— £xl i 


AjâAÜIi CLalLll ^LaaV' AJJÜÎI wJu^jj :(13 — 4) Jj-Ia 


frufril) 

ü\ J*iï\ 

Inj -1 jl j, '' 

a iâtj^n 

JjU_a 

AAâl>J\ fJC- 

& 

5 jUül 


fi% 

ni 

JS96 

ni 

fi% 

ni 


0,869 

0,98 

72,7 

176 

21,5 

52 

5,8 

14 

1 

ùjfi* 

Jj^l\ 


0.756 

1.24 

84,7 

205 

13,2 

32 

2.1 

5 

2 

W s^'5- 

0,862 

1,26 

83,4 

202 

11,2 

21 

mu 

13 

3 

^5- 

0,713 

1,15- 

^ OjLJI yâ: £ y^A 


0,913 

0,99 

77,7 

188 

12,4 

30 

9,9 

24 

4 

ÙS s-s 


0,905 

1.05 

75.7 

183 

17,4 

mm 

7 

17 

5 

KH 

0,821 

1,10 

84,3 

204 

9,1 

22 

6,6 

16 

6 


0,854 

1,02 

74 

179 

21,5 

I"W1 


11 

7 


0,730 

1,04 

ûjSaN £ >*a_4 

J* 

1,041 

0,89 

69,4 

168 

17.8 

A3 

12,8 

31 

8 

ÙJS*» 


0,976 

0,96 

74,7 

181 

14,9 

36 

10,3 

25 

9 

'■^ jü y- 

0,910 

1,27 

87,2 

211 

9.1 

oo 

3.7 

9 

10 

J* 

0,822 

1,03 


J r 

0,698 

1.07 

füdi slaJî/1 P>*ax 


« SPSS » cilla jâ* ^Ic. LLojC.\ y-ilUall 2' JC.) J* 


y_>A*-3 


2a— ijla 3 3 jL*2l Ââij clil jLc. jUa] 3 iJjAaJl tJ2là ^y, 


3^— ill* l$jll j tJ—aSn ^3 4 nl*.i 4_j jLjaaJl—jl o_^IjC. ^jk j 1,26 — J jAÜj *«* 
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alix-o La il-la y* fjjSLl djl LaA^iS j 1,24 o J.13 2a— ijIoj 4j jLjaaJ— i J O jUc 

.4_Jj.l]l Ja-a jjLi&N ^3 A-aAâil 1.1a. ^jl ^a CLjl2 ^ij*_a]l J^SaH AjjLJaai-jVl ‘Ua.lili 

çJb 2 ] ^-o ^jjÜj aJ^aJl .je. JV-ü— iVL Asl*la]i j 1 ojLaJl ,jjS>all 12 * a Ijdâl ^ jl" 

^1j >" na ^l^-a J J^ÜH jj^oj t^lc- J£2 üj i0,86oj.lâ v-il^ajL 0,98L$2a— j^Io 

.0,71 — J jAÜj ^ jL*-o '-il _>ajL 1,15 42a— i jla 


Jlai L-ajiL 3^*-^ 4-}jLi] S 5 A 3 6 ojldxil ji iâa^ilj i^l-la^ll JjjfLaJl AiaU ^ 

Aj^xli-a a jLc. ^A j 5 fl jliaJI a^-ilxa l^-iij 1,1 «LuL uiilij ^l-la^H .jjSaII j^Ja -b— Jjia jj£,\ 
jyuïSii J— A-ul—i SjÜI S jLc. ^Aj 7 ojLaJl 1 jlj ^ad il, 05 ôjia ia-i jicj 
^A J i0,99 2 a— i jloj 4 aJ jll jfrL2uu 4ilaLall 4 SjtaxJI ljoâljl,02 — J Ifl L..t jlo j 3 Üj j iaLaj/L 
jaiül ,044ia— >^lo 2] ^jl^a ^jl-a^l fUiÎLiII iLo^oCj i^l^a ^uâJ vJlslj2 lx x .a a 


.0,73* jia ^ jL*-a 


Ja—jjaa j&\ (jAiûllj 4u— ajdll A_ÛJ AaIxIaII 10 ojlixJl JlaJ i ^C-3_>^ Ù3^-^l 
f -»nVi .Jlil- ( _^A j o 2 ^xll A_ûj Aa1*2aJIj 9 ojLijlII $^2iLxa AjL .1.1a y> ^Aj 1,27 2 Lli 
J yai frlLlI Ajjj 4 Ü«r i,aH 8 Sjli*U ^A Ü A_oj 3 ji—al Ijjâlj 0,96 lfl 2 a - i jlo JLua. ^1 y* 
jxix j i^»lc. <J£-2 j .^l^a ^Aj 1,41 Ij.ua'i *— iljajlj 0,892a— »jlaj ajjâ 

oladVI Jfixj Lo£ 0,8 ( xL ^-iljajl j 1,03 2a — j joaj ^^ 3 -* S ^C- 3 ^' 

I __ s 2t .0,69 Alojâ ^jIojla cjljajlj 1 ,07 42a— j jÜa 1 * ija. iA— »Ija1I 3j 3 Aj3JdiJl ^-aiâil jaj 


fUl! olaiVl -^3^ 2a—jjlâ jl JÜ2S iaa^J iA_ulj^i 1 ^j1jL*j sldlj^ail ^jl 
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^ uAi i j A_uj Jjjiklo]! Jjj y&j AjUa^^lo J51 j ç.'JiA»-âjU A_u^a joli Aojj 

. A_i3_Hil\ 4_ûAàJl où ^ 

Aum\ jjJI (j jùxI a ! ^iLut&lmVi ^yLibül Jolâoll ç\ j^\ uiUa^II 

1$ .^ a i Tk . i l i — ùj±A\ <1}\ A— il jJ ^■ I^ . ' ua j LûL^a^J UjLJ .^Lolxli (JjJajJI j±ix . j 

^xA*) l^£.Lx j] A— a3 jlxjVl ji xllb^ûJl j\ J^l^xll ÙÙC. IaAIC ( jlaafcÂJ j 

kc. y^a aJ^ Aj « Xi » ûAaLLcJI »JLj 1 jaxlall v j = u dlUDlxli A — >\ jAj ^ x. lu% i l^_iâ Ji‘y ^2il ^xJl 
^ U*x ^ya v^l^xJl ^a^ àjxJ J)-û «Kl» 3 AaL2la 1I AoAa^ill _)*-aLi*Jl .^ya 

AamûIIj 1-iSxAj ^jjIjjII ijj— *âj lAjaSl ji CjIjjÜaJU üaljjjl IAjjSÎ Fl ^ JjSfl jJ-olxli Jjj£j 

IxjjjJ kc-jyaj ijsi* >H 1^; ..b » } JjC- a15Tu.u> A nalVu^H ^IjxJl jjl L _>Ja jlij . ^ 1 jJ-ïl^xll 

. A^l^il ij jL-u ^jLxaII jà— ali IgJa— ijl«j v. ' l. ii' ^Z 1 AjjL*-û *J!j1 jjju1<u L> »-u 3a 

^ytuùsLU J’.xytk.i LajUJ A KiA jl A-Jjûll ^ jailli Ajj£»a]l ^al jjlII ÙÙC. s — fll . dfri . J <— illxai l 1a$j 
^ ili A— jl j^li Jyut AjâAiÂli A-oAâJi JjLu - > jg Ixall -ilxjî *A_a-Jai j djl^lAÎjl cliij \ù ÿü 

f[c. j£L2uj . Aj^oj lAliAa jÜâl ^ill CjIaIajVI CjUj£x ÙÙC- j ^IjuI AjujL Ljiâj lAlUajÜal 

.AaII ^aÎI j—alixil ^iolxil tJ jlVil l £ul2j ^j-a^ixJj ^jS-o J 


^jLaÜ j^JûaÜ jjxIa] A lalili JaIjxü >. flhtiVu.il : V ji 

^jj V K _ 5 Ha. ol \ jiaH jUjVI Cjlfj ^gic. Vjl i^lalxli ^Jjl-x."»li ^Jjâ 

j^Jl j— aliC ^j-a-Aa .^ULJi V Au^lg li ^^nll v.iu^J AjaA j jLxjI Vi«J 


£— b^o AJ ^LûLoli djlAi A_Jaâix_ô]t j— allaJl cLjajx^ali t^alxll 

Aji Ljajl aj ^Âll jAiil! AiUâj Ali >...i rx x ^ i L-bji i jliÜVl S^lcUj t I^JA - mü «illilj 
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j*A>UxU J jl V fcA2 jâdl J -jAiÂll ?.\a^Â\ ^Axj ^j-iloLd <Xuü] li . <■" \\ nll jA ^ÛoÎLj 

i ^-C Ixa lrk ^l AxaILj J*1j Laj 3 L 3 .IAJ3JJ ^ ja^ .> iâ^-vi tilUlj LLL-) lj Jjl Ia£ ^jxLjLail jA ^ni^j 
IÔA vlaLa Jjj Æ \ î3 ^i%..ii ^ 3&J ^llil jJ^ULaI! jA jaflâ.> jjb jll JïAxj JxjaII Jiill jl 

.ajIajj Jel ^LUl 

ilit&UJl 43 yu^o c j^loil j^IjaII ^LLol AolfUl jw-alutll jaj JalïijVl AaakU jo 

j jJtlo ialjjjl 1.1e La 0,8 jC- CljUaljJjVl J** a JÜ 2 lna. .I3JI ju ^ il» JJ -LaLjjl 

JiiliiV Jalxl l Jalaall ê! jaJ AacXaJ La 3-aC. J3ÜI j^AJ dl]j ja j c 0,82 Aa^L jaUjll 
Jj i JaUJI (JAVill el^a.! Ajjl^al Je- J£l «*_à j*lll .LLUîjl J£V 1 ^3^ S^-*iAJl J-al^xJI 
ojaaS >. uai 03^3 J A^l 3II ja 1.12k AJJJ3 0,5 ja jaSÎ 3 0,936 Aaj2 ^ ^ KMO JLxa 
. JaLxII (JilauÜ AiiaJl Aap^îLa ( _ 5 â*-oj 3' 4 JaIxII Jal^aJl o^-iia jl j^Aj jÂJl l 1 ]j 4 . 2 ia ]1 jjLxlil j* 
A^Ja J jo 3 j ^Âxj La ( 0 , 000 ) Aj3âjtAj IajLlamJ Jlj Aajjl.lll « Bdrtlctt» jlaàâl jja La& 
Aa^'ÜU-a Je jajUÜwV' ‘^} • JaUJI Ji . L’k l l l jL±Ül *1 jaJ AajL^aI A^Jajâ J31Ü3 ^AaJl 

. JaIaII Jl-kill jLn^l 

ja j£Î jal£ jÂa, Jlilj ujU 3SA Al**j 4 j— ujJI dslj3SAJl Aia Jij JaUJI JlVill Jaeî 
3^3] JjVl jjU J-a£j . jalilll jA %63 Jl 3a». l$e 3A > A ^3 3-AâJ 3 t^c j^^al l A^Jl 
^ 3 ^Sa 11 ju.ia^l CjUJa A.,.-)a-> JLjj JUilj3 AjjIIII paül Jib 3 U Jj %42 

(f Varimax » ^^3A*J1 JJ3JÜIIJ LLoi i 4 jjl 3ÜA djl33^A Je J3*-aaJu ^31 j>avll i^'i.uAll 


(*) 


Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 
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i cl < ^ f\ * \ \ i jl ^ \ jj^| , jjl-UJ ÜjU 'j' r d < . .• ^ 3 A^kjjjjl ; ** \ tO ' . i . .i /\ jn u ^ ^^_Îa 1I J ^ ■ ■ f~- . i 


Jj-lxll At-Jn ^j Lû£ <2iJ\j ^jC. 


iS J LaJl ijljjLa] jmÂaII Jh^iS ûjLSJI :(14- 4) fâ j Jj-i* 


jj jH!) ±ui A.rtivl.jafl ûl) jSJl 

Al Axai' Ajjlll fJÀ\ 

ûj^n 

sF*^iW .jjUUI 

jjLûl' <i~û 


^*.yyù\ Jjliill 

j>' il" <4 i . ./i 


20,354 

20,354 

7,124 

42,351 

42,351 

14,823 

i 

34,941 

14,587 


4S.250 

5.S99 

2,065 

2 

44,177 

9,235 

m m 

53,033 

4,783 

1,674 

3 

51,692 

7,515 

2,630 

56,990 

3,956 

1,385 

4 

57,808 

6,116 

2,140 

60,470 

3,480 

1,218 

5 

63,496 

5,689 

1,991 

63,496 

3,026 

1,059 

6 




66,342 

2,846 

0,996 

7 











100,00 

0,297 

0,104 

35 


^jLail jiàlal JiL-kliï cljla. j^_« :(6) fl j 3 rfc ’ Lo ^ J* >— s >-aij 


JSJiü *- Vr^i <j— j jjL-ili ^ 


|\*V ». . -Irt\ l 


CiU jS^>]\ J 


iâ Lmj .iaaà jlJ 4 j^j u_klhj ^-iLi liais jllll! (Bitner.1992) jl «Baker» ilxi je 


(Belii, Karoui. 2006; Belii, Giaimelloni. 2009) l$ji] J*-a y iixll 12 a wj jSL 

^ ^iLoll J Jjj La ^Aj iAji^iâJl 4_o.ilH jL-i ^ k _ 5 Ic iLuI 4 » . uj j Al-» ^Aj 

iS 4^5^11 4g_^ jlVl AxûJi^Jl clslc.Uaill jC- aJ 21_« il*J aASjA AuâAiill 4-ailIl 

iij ül*f2ü ^ÿkjpu 3^21 ^jàj 4 ûIxjVI 4jI$J Ai i ^ull 4» n/n 

:^L LûS A^kjlill clli^lall d_a.j2i.JI ü'_Ui— ull £-0 
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jjjlül jju J-aljc- LjUjIa :( 15— 4) fâ j Jj-ia» 


.'J- .A-,n 

A j.«al vil jjii« 

Aj.rtl^n 

Âta.-'ill 

4a jjÂaII 


.'J. ..îstt 

A j.rfll iUH j 

A> 

ÂooalâJl 

A. >4.- lII 

JjLftjl 



0,694 

CiLùj jj 

19 

JLo.,2 

JiÜl» 

0,755 

SA. ijâ» SiÜü 

5 

Âlw .1 

-Üjàfl 

0,687 


11 

0,726 

Aijii 1 S 'O— Cil jjj 

31 

0,655 

jiüU j£p 

1S 

0,701 


7 

0,641 

J.iiÜ\ '-i»— 

14 

0,691 

Ü Îjj^j 

S 

0,615 

^jUücaII >i-.rfij'l 

13 

0,683 


29 

0,569 

ij^iiil <H3j' 

16 

0,639 

JiÜÎI j-1 

22 

0,567 

jaffl ji/ 1 

17 

0,634 

âî >ii iia 

2S 

0,515 

JÿLUil _y'J 

35 

0,622 


3 

0,453 

a .. --.<-'1 j Cjulûll 

20 

0,612 

Sîjiii jr ua 

27 

0.414 


15 

0,605 

*■>* 

6 

0,703 

tJlllc. alla- 

23 

•aLlaj .4 

jAiâH 

H 

« >ia 

4 

0,635 

-JO-Vu SjLÜI 

24 

0,568 

S>J 

30 

0,434 


12 

0,777 

jjLjll al^L. 

38 

aCaJI .3 

0.407 


21 

0,731 

jiUjfl ^U1 

37 

0,658 

jA*UJI dljL. 

32 

.5 

jAalxll 

0,436 

AS_pJI iJ ,4- 

25 

0.542 

JjUJl £- Jyü' 

34 

0,405 

jüill Cil jLSJ 

26 

0,486 

jA-UJl a*. 

33 

0,637 

£*j4 

9 

u>. .6 

ôALUîjl j i AJSj4 CiLÎj Js. Jjj Li 1 j'^ ,; ^ | >oâ!l • 

U ^jSS ÜUj «Ç j4 ^u3ÜX-l 1 . J >) Jol *_a Âi ij&uU 

.üuJu 

0,531 


10 


^^Lall j^ixa.^ jJijaÎ JjlVill l(6) ô* 


^ÜaïJl ^U! j gjâ .a l l A jl^uA wjlà ^£Lo j'i ,JjiI jC- Aiui 4y*.j Jj-lrül Jja £to^oij 


4-Jjliila ^oL ^ai' 4_£_yo]l 


I • il 





. AjS^aJI ù jH oÀA Aj ^ûlc- ,_y*uJa Ajjl£_«l ^ 3*3 a^C- 


c^l J* 0,49 J 0,46 sIjUx^. JjVi J*UJ» *-a JjjTnii la-a jaUJ Aa.jJ 


AiUiaJ 0,43 ô j4â ^ .i2a j ^olatii ^yuJa A_i£^û 4_Ûj Aj^I q}1«Ul 1I £-a jl yiJl j> -o .i C- l_Jaji j 


i^»lc. JS-oj .0,41 oj^â ^a2il > £jl^)ll (JalaJl L-ajl AaS^o Aajj AjaI j-llill £2 yo 4_oe'2Lo ^1 
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La£ Ig d c LuLI Jlâlj > JaL*kTiH L$^ Jal^*J! ^11 L jfllal a j*-aLixll o2a c-LaSjl jAoj 


•s^ 


jjC ^ jiSl l J-aï 3*J1 y_J jâî U jLaljl jA±j Lctajl ^ vljlajj A^_i lüî jjC 

j^ÜI $1 j-Ja^ ilA^L-ia j\ yl)\jtij ->=».J ^ ) ylllâj JJ-ij ï ^jjl 

^LÜl jj jS^aW Jyuûa Ljsjl JaikJ La£ 0,52 ojaa ^a- J cL £jljil O^*-^ 3 Lin 


JiÂîj ^jloll JalxJ) ^Jl y attel a y_Jjil j utUH lâà <jj2j jUla J i A ftA a LaA _5 0,45 oj^2 ( xjü. ) 

Scl^yï Jx ^a i »! A-U- ûl U *U-ij llaâ Laf» t^jl Jl Jalxil V-iJ Aal] L1 a3 

0,41 ^luüJ ^jlall JaIxJI ^jAxl a j 0.41 o j^S £-a2oj yldlnll b ^lalxli JjlViH 4_a.^â.i 

. ^Inll Jolxil ^Jl Ia^- Ij ^anj 11 a 3 «LLUl ^olixil ^yt Lafr*Jax \ ^\ c-J jâ! .j- n Ai ti ) ^jjâA $ 

lxa-Ü Ia^£1 *4j^3 A_Li—;jja Ju» o j— alic Hj UJu £ jIjjj iJjVl (JaUJIj JIxj j Lajâ 
fJàjua *uL J ijal*]! lâà JjC- l^n*! jaSiÿï ^A j.«Vmïl lâA J;! La 0,75 o j-13 j AÎ^iJl AiUàiJ 
^ja! j.A'xC. laC-Lo i^lâ.lail l^AU.Ai JjC. ^>-Jaà 4i^>xll J ^ajill flaJl ^aJl 4Ül*JA j— caLixJl 
Inllc LiijaJ-J l$_ji là-fc^Aj ijalxll lâA j*-alic ^ jfi’ka) ^jlsnlL -0,63 ‘LaaàJ Lu. ai £Üj^>A ^a2aj 
.kà <lin ^ \u»i) li^jlal JlâJj n- ûljl y ^Ltil ^J1 ^ ê1^-j 4i^*Jlj 

J)a jjju V Jj-iiâll J l^a2 LÜâ^V LaS 0,94 Jalxll là* j^alic. CIjIjj 

. JalxJ! aijSAll £-a f a>»4ij V aa <jl j L^a c V ^1 n.“iUMI 


La l X -l 2 ü 1^-aJâxA ^2a—;jla il) L« Ax 1 u Jalxü < k ûiu 

^jC. ï jaf»a ^JLaJI j. s i ' i x 11 I jiA J <_$! 0,69 û jji ^-l2qj j^iâll y " i l Uj JJ j ui’a . ) ^3^*^ 

oAA lac La 4_ilLa^k Jal*jl la^J 4j^£_ûjl ^ 1 ^Iâ» A J LaS . Ja^*Jï l^A 
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^3 0,88 11a alic. A jIj i-IjIjj vliLJLi^j Aiui— 1 lia.jaal uiillîj 

.AjIu J A-uÉ c5 ^aâl 

^Iju j j 0,77 ^gJl Ia^£I vJ— aj Aj jlü« IjujSüJ A^L A*jj 1 Jliîljil 
a£jjJI aJ 0,73 Û jA2 £f2u J l$jh fJ ^laJl ^jc- 1 JJ^JU j!&Vl l$iî ^-i*J ^ 0^3^ 

aIxjI ^ ^ Jjl£ A jlJl £>1 a 3^1-^ .JjAiÂ]! djljLi] J*l*]l 11 a 1»-i2 ü t^ia-Aaîj 0,43 ^ Uri"n 

Jpljjil v— ûlçk-J Ajcl ^>VI 3° s ft ii a ^11 4-ijLaJlj 3° a^g) ‘SAAxla 

iA£j^J 1 i^jjbjll) Al . y^ VI j—oli*Jl £>1 a y jXi lajljj Aal A3 .J^iâllj jjjAsJjOAll 

^>.^51 0,84 3-ilx]l 11 a Ijii Cliljj ^Lj . j^iiîl 31 A-laJlj AÜja — 2 li^jlâl dilli ^A^^iJl 

• 1 • 1 * i 33 A<oi2 

3^1 A. j$ y\ jlll clilc ^lia^ll Lxjoij Iajj£1 j£*-i i jx-alic. A*jjI ^jl^l 3^i W 3 

_)JJJU ^Sll j _^-eaLlaJl L&ilj y* cr^*i ^j!3a <1)1 a 3 0,70 AaiL AAjIj^ 3*^1 Ia^^j 

v. Jücualj lao^-Jl jlâJl A$_2udlj 3^*-^ JJ^Vl j—alaJl 1 AC La Llsul AjiiJâ j 

^ A U^ij ^j£^ 1 A^j-il! l^jlâj .^l-*^! Ha 3 a -*-‘ a >3^* ^ >»*ij Ajl jAjj V ^Ulj 0,4 û jA3 j 
Âx^la-a A^iJl olA vIiLj .jAlâll ^ijla^il JaUJL a1a«u lixjiâl 4 jiix J JJ^Vl ^ 3 I Ajà iJàj 

. I g -à. l . u A3 Aai3 ^— . a2l j 0,65 

Aal^lîuJ ^ic Jaj Ls jA j c/^jLjUlÎIj l«-la^ 3 ^*-^ Aj^H ^j-ûLâJl 3«^1 ^ij ^ 

Jla. ^î ^ic-j 0,65 a-ûjL 34°^' Uj-Ü Ia^j£1 .^aLJI j g 3^ ^ 1 1 Ax^il 11 a 
*0 ,68 6 ^>ÎJ CjIjj A3j 4 3-^Âil ^ 3 ^°^^ 3 °'^ Ha Aja-u 'Ù 2 k joli 
Aa3j 3aÜ1I y* ^yî] 3^*-a^ll aJ^-v-ü 3l*ü AjjIaLoj aJo— l1iI * j. 2 u JjIa lais ^r-^f ^j-iAL-Jl 
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. A 2j,a.„ ‘à ll^jjal yilli] *0,53 AaiSj ^AiîJl A-ac^taj 0,63 


jiAjj ^a ^ 0,49 °-^ ‘-A-u 


tj^jjll uLbL^jl jj^ll a I a \a\ ft.ll JaIjxII ' âl .î, <-,..■! :Ljtii 


Aa 13 s _ f lc Vj^ 0 ua^ki 4 ÛJf3® cIAaIajI uLlU^SLa ^ic ^XûlxJ! Jjlrw'ïM cl^^l 

ujUj j-uxj tULLa lj^ 2 ji La£> j cÂa^Aj ilul V ^ 2 ^ bjiâj al in.aH -IIajVI vlll ul 

^1 v iv.cl LiA £ ll^j V Al 4 ^u 2 > _ 5 — aiî Ail LaSï lAa. Jlc. oLauVl J >b ^ULall jlajl 4 ^ 1 ) 

IAjII^-oII Ai a ! 1 LoS -ll]i ^liàu ^iLaJ fcôlîkjVl ^jUdll 3 aljj jVl Aj^Ü J^a . — 1 j 


CjUbul J^L tjoj ialli iJVl Ai^i^a : (16— 4) fi ij Jj-la» 



Cogl 

Cog2 

Cog3 

Affl 

Aff2 

Aff3 

Aff4 

Conl 

Con2 

Con3 

Cogl 

1 

0 64 

0 47 

0 51 

0.57 

042 

0.37 

0 50 

0 46 


Cog2 

0 64 

1 

0 64 

0 56 

0.75 

0.57 

0 52 

0 62 

0 55 


Cog3 

0 47 

0.64 

1 

0 50 

0.53 

0 50 

0 6S 

0 39 

0 36 


Affl 

0 51 

0 66 

0 50 

1 

0.73 

0.58 

0.51 

>T>dÉ 

0 41 

0.56 

Aff2 

0 57 

0 75 

0 53 

0 73 

1 

0 54 

0.51 

0 70 

0 56 

mm 

Aff3 

0 42 

0 57 

0 50 

0 5S 

0.54 

1 

0.35 

0 53 

0 43 


Aff4 

0 37 

e-Mgi 


KM* 

0.51 

0 35 

1 

.. 

0 38 

0.56 

Conl 

0 50 

0 62 

0 39 

0 62 

0.70 

0 53 

0.2S 

1 

0 57 

0.50 

Con2 

0 46 

0 55 

TgfP? 

g&$15 

0.56 

0^3 

0.38 

■ÜB 

1 

0.62 

Con3 

0 55 

0 74 

0 69 

0 56 

0 65 

0.64 

0 56 

0 50 

mem 

1 


sjIaIajVI jJÀlal ( _-lal*ll JjlV'.N : ( 7 ) ^a.lail 



^Jâl U ifv *-5^ 3 ^ 3 *' '^ ,- rt A Q ■ » > >> Jl 4 li . ,i 


W'iaH jljiül A 7k, ^lijC-Vl J 3^ ^IaJI ^ija-aJl ijAJ Üalfjjl LAjj£I _>flxj *0.8 


J] Aâl*-al 0,75 a j^2 ialjjjL: k*la\\ j £> Liaj ^îlwU.11 ^ ^lull AiJI £-« 

Jaj Uf-û ^ 3 Ê J] ia-xjla Jaljjjl yilÜ^ Lafi .0,74 j-liàllj Aa— a joli Ajj £a Lia/l aLIjjjI 
Ajj £a AaloJlj j^c2l]1 Jjj Lu«j Jlü 2a'jjjl JaJkMjj 0,73 JxLxaj Aj ^* lall Aoiialxll 
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La 0,8 Jj yj Aj 4jj v Ail Lu iLûj-aC .0,7 JxLloj o.La J^iaV cULil 

.^laLxJl Jailli cljjJ AajILûI lu-li* 

a_Li*_ 1\ A_at2LûJ « KMO » iJxU-û JjL^ail *Lofr!Xa <Li\ jliül ^lailL 

^]£]l ^jjLull ^1 .jjliili aji£ Aj— j ^g-k- Jjj j 0,5 (jjâj Sùi^. 4*oa i j 0,89*Loji 

jLüÀl j^_ia Lû£ 6 A_LolS <^jl jjixo jxi^J j! j£*J j^ÂJI û J ^ 3 olûxx La 

jliül clj»1 AjjlS-al 4j-Jaj3 J ^j 3 v _ r i*J La (0,000) <jÿ**cu LuL^n.’J Jb AjjjIaII « Baitlett » 
.^LaUJl Jjlaüll jbÜkV Ai Aaa 2L-*3 Je JjjLli^VI aSÎ^J ‘^) -^g-LiLJ! JaI^jII 


J^a jj£Î ^al£ iaA2 ^k! j j 3L0 A-u-JJ^il JjL ^LaJl Aâjjlaj ^^ialxl' JiLklll ^ jâ.i 

.Ajjbll A>~k JJjh j ja %62 ^ Jj*i& ^Aj ^.i\wal l A^.1 ^11 

jLic-L « Oblimin » ^iàVl jjjUIL lias tjj'jj tlASjfLa J^-a^JL JjJl ju.*ul 


, el^a.1 vj- 1 » ^ J-l^k ^AC. ^Jl SjLi] £-a Ig’iSil A yf\ \W <" ij.Qj v2ÜÀ -XJ .£j\j JJÂka f j)$ *aW 

s 

JjA^JI LaS jjxIaII Ia$J j*aiaH ^jjljjJl JjA^. £_uioy J^oj La j 


^IiIaLxjI juiLaÜ ^LaàV' *( 17 - 4 ) fâ j JjA* 


Âlaivali Ct\jujA P >a.>a (j*£LxuJ 

Ajj A xaJt AjjiÂÎI >JÜI 

ùiM 

J. iXl 

BS^Ü 


(%) AxaSI JA\ AxuâJl 

^^jl t*i\l A i . -1 i 

j*ïi\ 

62,107 

62,107 

6^11 

62,107 

62,107 

62 il 

1 




71275 

9,168 

0,917 

2 




77,571 

6,296 

0,630 

3 




• . . 



... 




100,000 

1,691 

0,169 

10 


wIjUIaj' jj*!*] ^2*1x1' Jj\-k"i^ vijl> :(7) 2 j j^x u 


aKjA jL ^ xjaâü AÎuAjJI ^1 ^J (J^IâImloU J^Ldl j Jj^J' v> 


Aj^Sâjll vlîljj£-all ^jC- >. âL-kj La ykj j ù-^° AjJIaÎ ^A ^jL ^-a 
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aj^lJ wjUI^jîvi j L âij jj * j^l .bbU^ 4j^JJ U>lLJa jaîjl 

fc^^airwTu^Il li$J kA . ilL buà ^ <1^. J&\ j^L .13 

JjAaJI ^.à U£ l^u-bjj jl*u 


CjULxjI LjUj>Sa : (18 — 4) fâj Jj.i* 


cXfi!\ 


i^ll 

Ibl) 

jjAjilt 


0,880 

..b> J-û*\ y» J^ÂÀl' Vi* ^ 

2 

Cog2 


0,859 

.Ajuaa <j jaj ^A AaIS^I 

5 

Affj 


0,853 

AAÜyb ^JilL^tal ^_<ajlu. 

10 

Con3 


0.801 

.,j.liü' lia ^ AjiSil <AiâJb ^\j JA li 

4 

Affl 

0,92 

0,782 

^olSyi ^ 'Jujyu ÛS ^-bl j bi 

6 

Aff3 

0,758 

.ojMaa AAlâ^’ La 

1 

Cogl 


0,750 

.IjjLæ \j\ jâ slijlS jAjàil ^ jbj jl jSâci v 

3 

Cog3 


0,749 

• Â I*\ A4» O ^ J^lal 3^' ^ ^ ^r' 1 — 

8 

Conl 


0,730 

.J.liàil Iji^J <xii4ll A-a^àJl j* Jalia.*j b jsuî\ 

7 

Aff4 


0,697 

.(j-ÜÎj' <J3yi jIjâL- t’^.ifli.Ma ^jJic lj) 

9 

Con2 


Jjjjll CjUlaj' Jiilal ^laUll J>lVlN _P-» :(7) >3 J »*-JJ_>-aij 


) 0,7 l* t 1 i « . .i *i AjtiGj-a > ** m ■ ' .^i*i l ** <1 S v . j\il t jî - y . Wi \ 

£j2üj 0,88 4 -*uÜj Vu.nl ^jx-a £jUa clslj lfr*f2u Jji ia^U 

AlnlVm oIajV' JjC' 1 J^V» J>bJI 0^^ Aiaj 0,8 ^ . ul i ‘^1 ^yuajp ^C. fJ 0,85 

la_uiu JJ&V' ^jV' -i ^ij ^ukâJI ^3 ^.IjJ LiJ 2iOU idlLi £a .4d^jll vlslj ^I aII .ja «àlsuSfl 
Lajjj i_ia^)*-û i __Lu 1$_1 a ^jjjjl <J^ ^ £jUa bjl.2 l$-iA Jj 4olauVI ^ 

!üuJa2 3 jüà J^iaV plLlI Ajjj ^jaV' ^*^:i i3^ l — 3 >4^ v!j2>Ij]I ^yt J^ûjl 

obj£j LaS 0,92 £-Lu >2. nrk I jUaa 3^1ill ai* JjIjj Lo^aC ^Aijj 4,J.liâ]l ^ j >~>-ll o3_ytîl 4_û 

.^U £^a>A ^ 














































260 


CjUlaJi ^Jc- jjLaII JaIjp idillill ujIIsaII 


« Pearsou ialjj jl JaIxaI jljlol JH 3 ^uiL-)VI £- 3 ^' A-n£j ^iraA.11 jl-l^V* jfi*J 
klilj ^JLûJ AJjIx* Je J 3 . . ^ 7k 11 UJJ vJSuîü k-. Ô.lfrj J Iklil JJÜaII ^JOJ AlDUI Jll^Ti J » 

t Jl^ J Je. . ^.cSaII jjÜaII ( aaij j^fïiîl *J»J ^ aI£L-ia]I (kljl) jjxjaII 3 jjÂjaII AiDUl 
A— ilj^ll klsLu^aJ jUâ .1 ^j-ajâu ^^11 JL-a^V 1 ^jlSj ^ûajC. >■ lU-ioll lj& J 

«r» laAMull JaljJjVl J *U1 *Ua1Ij t JaâJl jl^iVI wll^jik-o Je. -iLuC-YI Ja 

A-l^ia-a « ANOVA » JjLill JIaxÎ-J JC !^-Jaâ«R 2 » ^j^all J-aU-aj 


joilLûil klib J-i^a 3 -le. s j±i ^03^]! jbl^.1 JJ .^IaSM k fi .1^1 k li y* ij\ù*S)J\ ^'lyLi 


. kliLuJa Jil o 2 a jljj^l Jljj Jj Iai 3 ^ûajxi fcL« 3 AC .3 juxIaII J IAjjjIjj J£L-»a]I 


JLJl uUL^jI Je füdl JaI^c- jl^aJl :V jl 


J^Sl (j J klilAlajl Je. jalxll ^J1 Jal iajjJl JaiJl jl-l^iVI kl>la.^>*k_« j 

Jl >bdl ^aJl Jljid iwLâakj AWj jj JÎ Jajj 3 (Ha) J 3VI Aj~uj J l A_i^a J]1 jUüJ 

:ajjV 1 jIJJI o-ic-U lii«ac.l *i$jà j njjjjl\ kjULaul 

i (a> 0,05 ) ^>3 _^i£l Aj^IxaII jTim'A Aaj 3 klûlS 1 jl :Ho AjJ— ail AaJaJll 
. (æ<0,05) J>û Jiî A-i^IxaII ^jo-i-a *UuS klijl£ 1 jl :Hl aLJI Aa-Jajil J^j3 


: j'-jlkV I ’t-jljj Jl >^l J 3.1JI 
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cjUIajI ijlz ^laü\ jaJI J*lj£ jl-iaJÏ £ Jja 1 <l£LaU* ^j-aâla :(19~ 4) fi j Jji* 


ANOVA 

B ^Ulxa!' 

ç-Lkiki 

jjJAÜ' 

JaU-a 

JjIxj!' 

JaLua 

laUijV' 

IjaIÎ! 

c 

Âjji U»l' 

T 

ft 

F 


waeOfl 

0.000 

13,22 

0,000 

174,86 

0,85 

m 

0,532 

0.422 

0,649 

fbd' 


l-> U -il' j' '■v^l ---Arw j.Ai : (8 J jxàj ij.-V - ' 


cIAaI^j! £-a ^1 x 11 jaJ' JJ ^JAJ (r) LuJ I JaljJjVl JaL»-o ji Jj.l?Jl j-o rz-Jal) 
ojall aIx— jla Aâvlc Aikjj Aioj tLua) Sjll' Ix^jla ialjjjl 3 A j 0,64 Aa} 3 ià jjjjll 
(R 2 ) J*l*_a çh La£ . Jj-iiâ]' AjUIxjI £~a jjjjll 1 $£j.ij fl*J! JJ jjj 
Cjjjjjll jJull %42 Aj-oj 5 La j~»fi J flxll j^Jl JJ jC jl »illj ^ix-o -0,42 A_ûj3 

ojLixj 4^1x1' j^Jl JJjC- ^ jJull ^IJ -Ijxj J_$f3^ cIiIaIaj! ^ jjilll Jû %42 ji 
.%42 jxL -a jjjjll cIjIaLxjI f Uil jaJl JJjc Qj +. *aj jjJI jJjJ j] tj_$ jîJ 

^waiiJl jl-laj^l A-hL-^/I AjjIxJI jUl^' ^ ^L^Vl JjUill JjliJ J* _>Jâ La£» 

Ua21£ j 1 3,22 A^uiî « t » jLjÜ' Lalu 1 74,86 Cjj. 13 « F » jliîiJ A-oaâ J ^ jtyl AiJajÂlU 
j- ?r j^ûll jiixj ^^JLj 4(0,05) o^aIxaII AjjÎxJ) j a .^a J§î <_$! (0,00) LuL-a^l Jlj 
^ fljj .(Hl) AL^Jl ‘L-Jajàll J^j3^ (Ho) Ai^ajÜI ^paâj fJJ Aiaj ‘AjjL-ai.1 aJV-3 
uUlaul ^ jj jj J .liai! flxll jaJI jl jl Ao*-ujj! 1 ÂjJa jül jl Jjâll LUIaj 

j'AaJVl aUxx AcLu-xj AiiLxll JAjj 4 jI-IajVI JJ^J Cj^Lalxa jlâillj .Ajjljj 

La5» A-JjJl J^~a JjliÜl ^L*Jl JJ j& A ty±i CjlAlskjY JsUxajJ' 

Yattitude = "2,45 + 0 , 8 SXAmbi ant 

JJjjjjll ulilAlauV Ajjjjj!' aJI^II Jj-oj ! Yattitude I>2 ua. : » 

• jAiÂi! ^ Aj U±U1 fUll jiJ' JaljC Jj-oj :XAmbiant 
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jlS làj la aJL^ Ajl ij\ jl-iaiVl aJ^I*-* l1ij\j j! aJaIxaJI j$2àj 

Jj£l 4 -HjLï» lauVl ,j j£ua ^$1 ‘(-2,45) Jj jj^a -la— ijÜa Jjlâ ^jAiill ^3 ^Axi a 

it-J^^a jl ÂJaIxaII ^ ^gJâi .Ia^ AjjL-i j j*M .. i 0 j'uxJ jl ^1 ja jjC- ja lâ_^iaj 

Jjall A>u 3 jl ( _ 5 ic ^üLjaâ 4 jjJjM CjUlajl j ^Ixll ^aJl ^Jal jC j^ ialjjjVI A-ula»jl a£jJ la jA j 

oA^I j j^jjll *— à^ia ja ^Ixll ^aJl ^-^l^xJ A^^Aall SJ j^JI Ciiljji laK Ajl ^i2ü (0,S5) 
t jj — j ^ ^i^-Jaj) -%85 Aj—jj ujI^jVI j^j jl AjlL-i jAiàll jai AalAlajl jli 

AÜûail -LUill Ajla — j fLa ja J£ u*l]j ^-Jaaj t Lixuza Ixjjjj £jjj £ j jaj]' IÂ$J jlAaûVI 
Ig-ajAa J!l/lâ ja l$Ti3â?k^La j£aJ jï ^lall j^a_all ? .. }& . a a ja I Aa ^_)jÜLj ^ ) 2 ui ) jill j ^Ijill 

.£ j-âa j J£j ^ a ijiliti £J jjjll 0 iVi a Aj]& j$iâ} jÀll j j jl j^l 

jjLjll LjIaIajI 4 _ J ic ^JaîâII ^jrt . Ail ) jIa^j) :LuIj 

JjAiàil ^ajlâJl j .^JaII ^1 a. Ai 11 ^Jal^xl lau-nll ^JaâJI jlAaiVI 'Jlila _>âa jajx J j»j£j 
ityj jJ Jjl (Hb) A.Uau jll A_uAji]l jl-JÜl J^V j^jjll ^liUlajl ^Ic. 

jl jall ôA&lâ U-IaîcI w$_i3 j ‘ùJï^ s-jULajl ^ jjjiÂI] ^j^jlâJl j Lf lÀ.\^l\ ^ja.Aill A-uL-a^l 

:^Vl£ ^ j aLUI 

*(££>0,05) ja j£l Ajjixail jl Laa Âai vjjjl£ 1Â1 :Ho A-j jft.^ll A_uâa_^âJl JjJâ 

.(«<0,05 ) (ja Jâl Ajjixail ^ jj—ia vlljlS 1Â1 :Hl aJjAjJI A_uàajâl! 


I^UÜ^VI ^J! jall JjAaJl Tt-âa^j 
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«ijUbul { jk> jliAjl jr Jjaj cj^Uüua :(4-20) fâ j Jj-ia* 


ANOVA 

B ^lalxall 

c-Lkâi 

Jalua 

UialU 

Jalxa 

2=lujVI 


hjiL*}\ 

T 


F 

J#-» 


0,000 

14,447 

0,000 

208,728 

0,86 

-230 

0,511 

0,465 

0,682 

^A-3J 


i a - wu ll j\às* -l i \.a^>â» :(8) jai j t 


-13 jll Hjlfclajl ^JA I ^U 3*' v jjj (r) Jau-ull JaljJjV' 3*°^*-° j"' 

S ^ill AjjIaJ a£> 1 £- j 3 ^. j ^ 2 ) jA-iu iltu-j Sjill 2 a*- ^la 2 alujl 0,68 ^L 

J-al^C. Jjl ^112 ^_i*-a ‘0,46 A-a-2 (R 2 ) -li.laj]l ^ûl*_û la£ .Ajjljj CuIaU-jI j 
^jjLull j] SjUxJ jl i^j Jj^jl (JjLklajl joilil J^a %42 <1402 La j*-Sj ^va.^i 
•%42 ^L .13 ^jj'-JJ V _>^ 3“^^ ,»~û— ail' jJ*! 3 e - (_^21I 


jl-iaiY' Aajl—a^Vi Aj ^ i*-aJ' jl&J ^ ^.lla^YI JjUill Jjlaj 3* J$2a La£ 

14,44 A_ûJâ « t » jlfül ^L '-alu 208,72 H«2 j « F » jliiâJ A-aJ J Aajlall AaJajillj ^alâJl 
jïlx J i(0, 05) o-lalx-a l l Ajjjx^Jl ^ jl— a J_uo Jâî (0,00) lui— aal Jlj LaA^-S j 

t2l]j ^jlC- Ç> Uj .(Hl) a2j1j]1 J^j3j (Ho) A_uJa_)ill ( _>- a ^J Ala j tÂaal >/i\l AJVj jj 

3^1] ^jlÀll j ji j\ ‘Aftfl-\a Aajüll 4 nuj t jll 4-LU3 ijÂII jl JjaII UILaj 

AbL*_a 4i:lj— aj 4Üilxll JAaJ ^jSLaJ t jl-laj^l Jjiaj ul)Xal*-a ^_2 jlàillj . AijLij vjUI^jI Jjjj 
Ja-a 3 J,ta ^ J ^xa— alll JJ jC. AjV J j vIÀaIsjV 2aa*-2l ^2aâJl jl-laiV' 

: < ^L La£ 4— ilj-lll 


A 

Yattitude = "2,3 + 0,86XHotel’ s Exterior & Interior Design 

*ÙJÜ^ ^L^I^jY AMI Juu -Yattitude 

.Jliâil Aj L&aII j-ljill ^ja . A) JlaJ rXHotel’s... Design 
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Ijj Lo AJk Ajl J\ jIjIajVI Ahbuo vlijlj J aLIaaII j^iâj 

UJ^- 1 ç?' ("2,3) iA J j$*-» ùmA jlâ ijAiâJI 

(jjU klij^V' A-ijUkjl ^-° ^ i • l -r l T w > û AJkuail ^ ^gk: J.l2k AjiL vJjIaL^jVI 

LaK Ajl jku (0,86) Jjkl *Luâ J ^ic. !kJa3 klîlifckjl j j-llill ^uuAi ^a\ jC- 

jli o.l^lj ù&j>^ k^>k Jwo ^Aiâü ^2k jLiJl 3 ^Ii.1^11 a£j.1a] 1 Sj^TkJl 

* tljj^k k AâLi»l .%86 Af»-ûj V/UjVI jljjlu; Jj-lkll ^Jkj Ajlakjl 

A Ük a l l küill 4 jU-i ^ ^ «ilJj ^ .kn t Lix.uk Ixjjjj £jjj Ij^J jlj^iVl 

l^-2kj.la ^l^llâa^La ^LtLij\ (JjIaÜ j yv / tl l ^jÿi ., ;o 1.1*. CJjâllj j-Üjj 

‘C >^-5 ^ k^ 1 * Ajk j$kj ^411 j ^ jl j£j!I 

uiUL^j! ■jlC’ Ai jill Lf iÂ)j2l fjLA*ajl\ jl^aûl :IjJIj 

»Ja.V ÔJJ^ ^^ic. ^l*Jl ^=jl k«l 3*J ki..ull ^k*H jl^sûV^ klj Lkjik^j ^jiajxj 

Ai jü cr lÂlill AojLuaa.) AJVJ ji jjÎ . 1 * jj j (Hc) AjJIjJI Aj~ujj]1 A^JaÿW jUi^' 

:AjjV 1 jljiill S-icli liikcl Igkj ûULvj) <ji <j.ilül 

*(O>0,05) Jja ^jSï\ Aj^ixkl jj—lû A_ûj 2 klijl£ Ijj :Ho Ajjft.kl Ao*Ja_)àll <Jjj 3 
.(«<0,05) Jâl Aj^ixkl jI«ui A-oj 3 klûl£ lil :Hl aLaJI AoJa^ftll J_^fâ 


Ij\m^\ -yjkj ^ûJl JjAaJI 
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CjUUjI Ai j ija.^1 jliaJl J Jjaj CôUbLa :(21 -4) fâ j JjAa. 


ANOVA 

B ^Ububl 


AjiaJLÜ 

LLûjV' 


V>«JI 

T 


F 



0,000 

15.120 

0,000 

228,617 

0,68 

-1,80 

0,500 

0,488 

0,698 

?J+*rtî 

Âi JÎÜI 


iaj— ul! jA-û :(8)fâj S j. Ai) 


' — Î!^>*J ^i ^. ^'il l (l) Jaj— aJI 2a\jjjV' J ^j-a 

^Jj Jibj t\ j .: ^j û 2x- ijlo ^^jla Jaljjjl _9 0,69 Aaj 3 ^L Jî JjIaI^j! £ x > Jj-liftli 

^L L eS . AjjL j CjIaL^jIj V— fijt f\A>,sï\ jjjj o jâJI aIslmi jla Ajjbkjl a£>Ic. j 

^j-o %48 Al xui Lu _^uiu Aijil] ( aJA fc - alil i_^l 3C Jjl lilli ^_ix-o *0,48 Â-ÛJ3 (R 2 ) 

jiiul I ^Jl 2yu Jjjjll bj'ufclajl ^ jjjull %48 j! ^ i jjjjll CjUIajI ^ jJljJI 


.AÎjiJI JJ J* 


A^L^Y! Ajjia-Jl jLjâI ^ jjjbüM ij-° 

15,12 ^ui « t » jIjjâI U* 228,61 «Jl>jJ3«F » jbü.1 *Loji jji Alililjl A-uJajâib 


JUXJ ^UL .(0,05) oA*u*-aSl Aj ^ i*_û]l ^ ji^u i ^ja ^Jâî ^\ (0,00) bjb-aiJ Jlj LaA!^£^ 


&Jl]j ^s- *LL .(Hi) ÂLiiîl \\ (Ho) Aj^jâJI fH ^ 3 aSYj jj 

JJJJ jjjÜI wjâ !ji] ±AAà^ül\ Q\ j\ ^ Qfl^ A AlUll) AJmUJ _A' A_U*3 jÀJl ûi JjÜi UHaj 

aJjL*_q AC-L^oj AÎLXjiJ' uiA-ûJ - Abjbj ujIaLaj! ^ji 

Lo£ A-Jj-lll ^-ibill «—ijxll ^ .a ^-ai aJV- 1J (-lilAlaoV jl±kjYi 


Yattitude 1,8 + 0,68 Xr 


oom’s Interior Design 


vIiUUjY Aj^auII Ji-J • Yattitude 
. jjiiül Aj IiHaII v_i jxli J1 «j iXRoom's... Design 
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^xUu-suJl ,jl£ Ijj Lo *UL^ Aji fcy_liL-j j\±*S)J\ iLlx-a yluüj Jj) Ai-ila-Jl ^ j$iaJ 

s?' (-1,8) JJ iIiUUjI Iw^Li jli t J-liflil J wi jili JâJJl 

J jjjijJl J Je JjLj U I^ILU- Jj-û A û2a Jjl iâa^L L <& . lâvQal ^jl 3-0 j±t- ^rJttill 

jJjjjiH AjjIaJ jfîjJ Lj J i*-_i2k^û JjJI jjl l— tajl AJjlxJl J j£_lâj . jj£ 1 (jj£j oL^jV' AjjI^J 

LaIS Aji Jj-ij (0,68) JiJ) J;1 J c. !XJa3 ‘JjJ J vliLfclaJ j 4i^)iJI f \\A^A") JJj& ^j-U 

S-lrJ j Jjjjll y-fl Ja ^j-o JjJiàJl wijxi J^ljll f «OA^"i]l JJ yil a£j^JI aù lIiJj jl 

Jl^J vl-ljg-iâ tjo— La J^i AiUia) .%68 A- U a i» V.. )\ >jV 1 jljJiul J-iiJl AjIaI^jI Jjli 

AÜaaII Jaliill A_jla_^ ^ féL x ^j-o J£ J tilîj .I -v . l kLxJa Lxjjjj £jjj £ jljftJtyl 

l$^j.La l^i^-y^La JjUI jj^vaD r -»y4"u.i/i J^a y_jJJlj ^Jüjj ^Jilj Jîl 

J1j £JJ J' ^5-i^ AJfr j$Jâj ^ jl JJ' 

ujULxj) Je. jjLJI jqIâaÏI «UcLaixVI j'jaJ' :üul j 


Je ^jUI jJâJ] ^-C-1 A'.y^\ J*j]' JJ jxl iaj— ull Ja^il CjJjik-a ^ÿajxj ? J 

AujU^vJ 4JV J jj jjÎ Jàjj : ^a j (Hd) Aaj'jÎI Aj-JJ A_uJaJ]i jlii^' J>V j>J' CsIaIaj' 

: jVl£ jj aIA-J' J jîll * je. là lliaSc-l l ùjJ' cjUIaJ J ^jJÔâU Ajc-LaS a»V' JJjaII 

i(^/>0,05) J)'i.^^ 4_aJî ylûl£ lj! :Ho j4.^1l J^Jâ 

.(a<0,05) Jaî ^-ûjâ ylûlS I j] :Hl aLjJI Aj-Jajâl! J^j3 - 


I Ju'i~kV I 0j\lij >JI JjJaJl Tt-Ja^j 
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jjjjJl fcjULaj! Aj&IaUV' £ jjjû u^üa :(22- 4) ?& j Jj.1^ 


ANOVA 

B ^ÜaU^I 

fllaâi 

J4ÜL4 

J-U-4 

^JjaÜI 


T 


F 

Ja-Jl 



JjJAjJl 

iaUijV' 

0,000 

15,81 

0,000 

250,20 

0,88 

2,45 

0,489 

0,51 

0,71 

AjcLûaVt 


ja^-uil ^ . i- i Â il jljaâV* slila. jÂ-û :(8) ^ j j a - U I J* i*-i j — ojj 
vja-a jjüill j$]â,all AjC-UiaV) iJj) j*J1 Jjj (r) 2aJ— ull JaljJjVl J-ala-û jjl rr .ô"ij 


jj2u t ^ jj fc ,> ‘ 1 ia— ijlo ^J-ijia Jaljjjl jA ^ 0,71 Aaj 3 .12 ÛJJJ^ ^ULajl £-û A-Jj^ll 

Jxl*-a Âll LaS .AIjU j dlUUkjl j j-liîJl v— fi jC- ^■Lû.^aJ 0 3ÜI *ua*i jlo 4-ulaJ <DU. .1 j 

3-ol jaJI ( — jUlajl ^ Jjiill %51 J *illl ‘0,51 *A*u2 (R 2 ) ■Ij.la.'Ui 

.%51 ^L jI jjj ji' jjlii ^ Aj&Ui>VI jjJI o^-*aj ^211 jjliîll j] jl t ajc. Ula V 1 


jl-laàV) Ajjl—a^Vl Aj>Îxa]I jLÜ.' ^ ^J-lUV' jAill' JjUj ^jo j^ià US 

15,81 4_ûJ «t» jlji^l £l> Uiu 250,2 cil jJ«F » jliiSl Uj 2 ji UjIjII AjiJajillj ^ualâJI 
jjj*J ^IjJIj ‘(0,05) û-l«J*-â]l Aj j^ u^ o ^y» ^Js) ^j\ (0,00) UL-a^l Jlj Ua^Sj 
» 2ilj ^S- plÂj -(Hi) Aj-Ja jàJl JjjÜj (Ho) 4j*Jajftll Aj^i 3 iÀ-ui *,^-vvl aJVû j- 

çf^ jj jj AjC- Uj*V' J^ijsül ji ji Aaul j3\ ÂmV«,.u‘< jll <Llu3 ijÀII jl JjaII 1 îi5dj 

jl-iaiVl aLU-o Ac-U-aj Ai^wxJ) JjIoj jSUj t JjUj c£UU® jlâjJU .<QjLJ cIAaUjI 

US A-J j^J| t_U>a ^JC-UjSkVl jaJI 3^' aJV -I l wIiIaUjV 2aj— a]l ^JaâJ' 

Yattitude = “2,45 + 0,88Xs o dal’ Factors 

i jjjjl' ClîlALajV AjJjjjII 4JI^1I JIoj lYattitude 

.jAifiil ^2 l^j LüaI! <JC.Uia.Vl J*ljxl! Jijj :Xs o cial’ Factors 
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Jal ytl\ jl£» IJ la aJL*. aJ 4<_ilLa jl-lajYI aJJju ^lulj jl ibU-all j$2aJ 

'jj fc m ^ I (-2,45) ^j^Jjll (JLslifcbkjl la— ijla j_U J-lisJl ^2 «LaAxio AjC U:.> V I 

jjj àatfjjYl Ajjlakjl ^ 3* 3 •^r i > >* J^ail jl AiAlxaJl jgJsu la£ . 1 , 1 a. 4 -uL-j AjIaL^jYI 

A£j.lJl vljJjjl LaK Ajl (0,88) Jjall A-aj2 J^j la£ • j^jH CjIaIajI j 4jC.Uî>y! Jal^aJl 

>■ t il > jV I Jjjlwi j-Hill Ajl&Lkjl jlà o.lJ j j_JJ jil ja AjC.laia»YI Jal 3*11 

£t-Ja2i > l »> 4 i i -a l*jjjj £jjj ^Â^aill lA$l jlA^jVI ^1 JJ la J£l AiLâ>] .%88 Aj*ai> 

j ^ ai l ja 1.1a» CJjÜIj ^Jl _5 ^I^Ji Afia.aH JalÜiJl AjLx—i 0 . K2i ja JS ^2 2ÜÀ 

. ^ ■*.n ) a l l £jjjall ^, . 1 ^ -t-Q ^Luik ^ jl j£jJI l$-=k J -la ja jLaJjl Jjlail 

j^jjll ûjUI^jI l Jc. j jLail j^JUI JJjxl 1 -lxlajl jlAaJVl :LaalÂ 


^ J w *i l j ' \ j-> J > \\cl il ! l ^ . >>« i < 4 Iq"< - .■ a 1 1 Al)l ^jjLlaJl JaljjJ a oltl^a ^ 

lajâ ojjjS ÂSjl-aa Jal $C- ^jlaj ^llxll JaujjYI wjl- A lflu.iall CjljjxLall jl *illÂ Î-Uxaa 

dliÂjj i jjjjilall A_j^i>Uail djUa— ail » — û2Jll=k.l £_a ioÜ Aa.1 j jJua jC- A2 ^JUbj « 1$ ijj 

j£aj fc^lc J£2u -•ULàaa jl Ai^J>° JJC A-l*aall jl-l^âY! ja 1^- j .Ic J*ax^laJl £CjloJl j 


:^L laS l^J4J lauà alsljjilall 2alij jl ‘A^jI jJI lIjI joiaa Jaj ^jlaiJI ialfijYl Ai^L-aa £-ljjl 


Aaal jAII LjI jJua ^jJJ JaLu jYl Ajj)Â.^a :(23~ 4) ^âj Jj±V, 


A^UaV' Ja' JJull 

AâjXÜ « < » - 

1 

i 

fbdt jx3\ Jal jfr 

JjUU^I 


0,714 

0,698 

0,682 

0,649 

1 

AiULyil 

0,670 

0,816 

0,732 

1 

0,649 


0,743 

0,744 

1 

0,732 

0,682 


0,743 

1 

0,744 

0,816 

0,698 

AÎ jill ^ja.rt'i 

1 

0,743 

0,743 

0,670 

0,714 

AjcU^VI JJ jjüI 


J4*lai\ 0 -l^fkH j\ù*Si\ ALll^^ka ^(9) ^âj ^^lall »cJl 
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l. $ - alâ* , o i^jl JjJlLûJI ^jxi o jïll ia— )^Lo ^ijla Aaljjjl -ÏJ^J ^a £ .JaLj 

jxuu ^Ül p[x\\ J-a)_jC.j Ai jxll JaIjC Joj JalijjV' lit La (0,75~0,65) 
JjLkjJl .lie. j tAjâlj— & a 1L ^ÜLalî V 13 ^üLill Jji :>Li*-a La 3 A j *0,81 Jlua. L LLLjjI 

^Jxlc. ^glc- il.alc.Vl jl ialiîjVl AjJIc AÜL-j-aJl cljljjüall .IrJ v. S.',^. La) >. i>j -ilxlaJl jliaiVL 
I JÛ3J*U f jij J ^-lc- IajjjIj ^i AlSu.u>ll i-lil jjiHall ^ijij f ^LJaj 

jlfii .1 CjUI^jI ^Ic. ^iLall j$lâ.aH JJ il*lall ^.laÂ-H jliaiVl cIjIa jà-o 

^jLaJI j$Üa1' JaIjaI A^ûLua^l AJVJ jj jj! j (He) * »»J^N Aj-ujjII A^uJajâll 

:A_uVl jljiJl S^&Ü La-uC .1 1$j 3 J tàUUll ^ Ajuao^a 

$(<r/>0,05) ^a juSI Aj^ilUaJi ^ <f \ »> . a A-aiî L_ûl£ li] :Ho AjjL-oJI Â_LJa^&]l J_^i 
.(æ< 0,05) ^ Jai Aj^ôx-all ^ jl-ua A-oja .JLûlS lil :Hi aL^iII AoJajàll J^a - 


: jLüVl 0 j\jj JI^aI! JjûiJ' 


Ô^Jll ujUbul & jLaÏI JaIjxJ JiaUl jliaJVl u£L»üla :(24 -4)fâ j Jj4* 


VIF 

ANOVA 


Jaljta 

JaLta 

£J>ûN 


T 


F 


^Lîl 

Aj.iVlH 

iuijV' 

3,34 

0.180 

1,34 



0,13 




^>U21 ^1) 

2,97 

0.009 

2.65 



0,24 





3,92 

0,008 

2,68 

0,000 

86,44 

0,21 

-3,01 

0,59 

0,77 

Ai jül ^ja.^4 

2,73 

0,000 

4.98 



m 




Âj^UaVI 


iiiuall ^JaàJl jLajijn ^Lk _>â^ :(9 )^ ij ^aU k »_s j-âÜj 


CAaI^jI ^-a ^iLail j $ là .a i l JJ v j^J |rj i-lJtlLall ialjJjVl J^L^a ,jl JjliJl ^j-o £c_Jaij 

(R 2 ) iJiZhllI Jx»l*>a La£> .Lu— Û ojs\\ Ja— Jjlo a laLjjl j 0,77 A-aJâ là jjjjjll 
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vIiIaLxjI ^ jjxaII ô* %59 a1*u§ La j*jiSu ^aU j^JôaII J-ol 3 c. ^ji ^1 *0,59 a-<u 2 
Jj'jjII jlji t^Aldl j$ia-û]l J*ljC- jjxjII A 3 XJ j _#_)!' ^Alaul ^ J£*J1 ô* °/o59 J U?' 

.%59 |iL CjIaIxjI L^ oAAxaaII ^aLoII j^ixall JaI 3C. o j— iiü ^Âll 


aaxIaII jIaxâVI >«j] AjjL-xxVI Aj^jx-ûJI jLlxl ^aIxVI JaIxj j-* 

Jil (0,000) LuL-xxl aJIa 3 86,44 d > jas «F » jLlxl a^us J a_uu.LsJ1 aaJs jilL ^ualiJI 
AÜülc AX3I1 _3ix-û AAxHoll olix_Q Lo (0,05) 0 Aa 1 X-J| <_£ 3J—J-Û jfA 

Aj>i*-a ^jAj ^Âll - « t » julxl jl iâx^J LaIij .AjcaL^g aI^liaU iTjI joxlall AjUj XjIaJI JAÜall 
A.u.ûlb lul—axl JlA jjC. A3 - £jIaJ1 jjÀjaÎ! ^ AjS^lfr ^ Ax Jfl’b.ia Jjitla JS 
^ jj£Î 3A3 (0,180) A-J34JI-0 uxj 1,34 A b oi* Aj clîjAâ ^Àll f»Lx]l 3xJl j;ixl*J 
^ JSI çp' UjI— ax] aJIa bjljAtldl AaL ^2 j$_Ia Jjx ^3 k(0,05) oA-uxaI! Aj^IxaH Aj^lt-all 

^2 jJâiilj . Aj^ix-o *uL1û] 1 cllljAxlJl ,jl La 3 A 3 ^Jl 3 JI ^\c. ûAxajlaII A_j 3 jx-all ^ 30 - 1-0 


Jjj JxlAj Ax 3 J v AL 03 t(VIF<5) 5 j^âj Axâj^a pjâ Ax 3 J v fc(VIF) L>J^' J^U-a 


. £_jl11I ^ ^1 1 ^ \n La ^jjIj aAsj— iaII ». ** < 1 ^ «»**» ^1 1 


^2 Al oTu a-J) djl jJLLaJl JjuS JiJAj AX 3 J V A_jl JjLaI! f ^ . b .. A>'î ^IivLoLla £cjIaj 1Â] JA^J 
^A3a 1Ü Jji LaS AAxaaII JaLvTi.11 ^ja J^a ^1 cl—aa) ^»aj ^1 Aj'l Loj 3 4^j1a11 ja*1a11 ( _Jc. Ia jjjIj 
A j^Jfl^ill J 3 ^ 3 3 (Ho) Aj^ji— ail A_uJa^>àJ! w >ia 3 j ^JIaIIj « F » A_*u 3 AjAjjÎ LaS ^ ^ix-o JAxlall 
J^ljfr (J i ^1 t*UAa-A A-M*^LâJl jJl A-AÛ3 jÂll yî Jj^l (_5^ .(Hi) aLaJI 

tJAxlall jlAxJ^fl JjI^J aJaIx-o clLÎtoU-a J3X Ui .^Ijj CjUIajI ^ JJJJ jjAÎÂÜ ^ JIaII j flfoal l 
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LaS 4_J jà\ jjjljül ^3-aJl J^o\ ^C. ±1 ilibblaj Y l^jjcLu-a JAaJ ( jS a jâ 

/\ 

Yattitude — - 3,3 + 0 , 13 Xambiant+ 0 , 24 XH’s Design + 0,2 IXr’s Design+ 0,42 Xso ci al' Factor 

ujUIàjV Jlaj : Yattitude :^lu2k 

ifUA JLu •Xambiant 

• JIaj :Xh’s Design 

Ü jü! jfr Jloj :Xr’ s Design 

.AjC-UaV! Jl«j :Xsodal’ Factors 

^ K 4..I ^j-a 3^ kilîj «T »>an iUa-uia laujjj £JJJ l.i$J jl-laiY! JJ 

l.fr lln . ry ^La ^jfLajjl ^jLai! j j jv .a l l J^a *_jjÜ]Lj j J aij j j jjU A iauLiil AjL^-i 

mr *^ 1 or 1 *- 1 * ^ W-»* ù* 

A urfTx.L.H U-u Aj^âaII Cjlijjill jLuil :L-ijL-i 

^-bjül jUli.1 J Jÿ «One-WayANOVA 

A ^ ■Mailud ujfcUixY Ixjj wjLaLaj! <. aViV» :^a j (Hf) a— . oL-Jl Ai^uj^I 

:^Yl5» ^ j aLL-JI jl jÜ]I Soc. la 'jjuüc.' I$_i3 j Ajâl j 

i((~/> 0 , 05 ) Jja ja£! AjjjxaH ji«u» Aju 2 clûl£ IjJ :Ho Aj^Su^all A_L*Jaji]l Jjj 3 

.(#<0,05) J^a Jâl Ajjj*_ft]l ^jl UA A_aa3 wli3l£ Ijj ‘.H] aIjaJ! Aj-^a^âJI Jjjâ 

Ajàl jC jAi-lil j Aj— aik-Jôll JÎLaJ ^JllIjASLla AojLaJ ( _ 5 Jc lüxoljJ Cj. ^u C-I 

^i*-a ai*_ 2 i jjila Aj-Jajâ 3 ^ Jlaj il urw . i AjC^S JliL-Ja^a ^LaJ lipJ J;j£j ‘A_»J 

I jin-Jÿ) ^j\li £»a jaJ! 1 $ •%.>» jj La£ ‘ 0 ^ 3 ^ 
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4 >h\ jJuaÜ cjLôjjÂI ^ jIaVI <jjLull :(25 ~*4) j 



F 

— AjujaII la— 5 I 4 


> frAlVÿl j^Luxa 

4—\ j4) ûIjJlm 

0,040 

4,250 

2,046 

1 

âwJl ^ ùü 


0.481 

240 

■la. 1^11 ,j.i>ll b 

0,000 

5,405 

2.417 

5 

jlafiiVl 4iU» ô*j 

O-J 1 

0,447 

236 

^Ijll ja* 1 I Aaâ JA-Ja 

0,266 

1,328 

0,645 

3 

Aja 2 ju 1 \ ." i 1 . » j'i-.iaW jij 

j/u^ll 

0,486 

238 

^Ijll >J AiluH ^ jl^uül ,j_a— a 

0,066 

E 

1,321 

S) 

1 '* «1 \. n\^ \i ^»i 

4..-^ ivll 

0,481 

239 

0 . 1^1 ''-v 1 . 1 

0,000 

7.610 

3,266 

5 

J^ill ^Ua JjU 

Jii» 

0,429 

236 

û^l 3 II Ji41 Alà jA^a 

0,007 

5,142 

2,426 

2 

jljC .1 JOJ 

pjl JA JJÊ 

SjLjH 

0,472 

239 

yl)lj4l -UC O ®-* 3 

0,777 

0,367 

0,180 

3 

a jbjll -!>' Jà Ju 

0 jl^jll ÔXa 

0,492 

238 

a. 1 ^ 1 ^ 1 ' ajjâll ^>A*Ja 

0,000 

7,703 

3,469 

3 

ajLjll jJ £ljâ J* 

SjLjll ^à\jj 

0,450 

238 

^1 jjl £â'-l' £• JaJo 


Aj jjli j jâll ^.isljliü) :(10)fâj 0*141 * 


—a^ll ^^poxJ lauj ^jjlj jil vIAaLsj! Aj^iaua jjjâ j J jA=Jl ^ 

,_]£] Ijuj v ftl"»-k^ V ^UUj' jli Oj-* iaSa Ajàl^c. jl a u.-i-ÿ .41 

:4jli i4uc jâ yliLi— ajâ A_«iPL-i 1I A_i*iajâ]l f vl^{) jaj 41111 S akJl 

4,25 A_*u3 «F » juj^I ^Jj *;_)•> '>11 4j1i j jL 4Ü*l4l j/il ‘UC.^âJI 4-uJa^âll A-wûllj .1 
»iilp ^ic- ^lij .(0,05) Aj^îjlaII O* JS1 (0,04) lujL-a^l Jlj jAj 
qa JLji\ jiîl *U4a jàll ü | k(Hi) <l?^ll AoJa jill Jjiij (Ho) f.i*ll jâ 

t . -*«y . fl N-^ V 1 • '"i . -|1 fr 1 I âV*<A.*> û \ ,S J , fl QO-v a <LuiJLm*I 1 4-lua^ÂIl 
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3 * 3 5,4 A-aai «F » jUiâJ ÀAj jjâj AÜlxLail AûljJl AuC. jiil AxJajîlJ Axuôllj .2 


^waâjj ^ le. clb .(0,05) AaIxaII Aj^-a I I j L^ a ^jx, Jâl (0,000) Lui — n . -J Jb 

Qa AjjUI Ajê jÂ1\ Aa*3^Â]| J tf) i(Hi) aLaJI A^JajâJI Jjfcj (Ho) fA*j! A^Jajk 
c-â^lüv buj t flViVi Alaj A«ijL-*]l Aomuj jJI AaJa jÂJl 


ïfAjUfri 


1,32 AaJi «F » jliül £L i^Ajlaull ^ vIjIS 3 jâl AjJlîiîl ajc. jill Au-a^^âil a^ûJIj .3 
Jf&j .(0,05) - 1 <uxa]I _ja ^£1 (0,26) UjU^.% 1 Jb jjC 3 A 3 

J* ÜJlall AjC< jül Aoûa ‘(Hl) aLaJI Auia^îJi ^aâ^>jj (Ho) Au^ajâ 

j'i. ■■ A^. buj JpLj^l i ** il A t ^ “i l . a t*i A **I ^ fl * A J . 4 O O -s. a J iC. A ■ .. \1 . ,^1 4 ». .. . tjH fl i.^ jÔH 


iljAÙÜ\ 


2,74 A-ua «F » jlfül M.j^i>.ll «ijUjjà a*J jll A^c^ill AuJajâli Ai^ûJL .4 


Jjij Aio .(0,05) A^uxaII Aj^xaII jL+u* ^ Jj£l (0,066) LjL- aal Jb jflô 3 A 3 
A*J AjC- jÀJI Aj*â jÂJI <jl i(Hl) aL-IaJ' Ai^ajill ^paâ^jj (Ho) fA*J' Au-bjâ 


u-fcLüV üuj ijjbj21 .IjULajI i. âIjâj V AÀaj ^Vt\< joC AmoL-*2I Aj~uj A oJa jàll 




2,74 A*uü «F » jlfü.1 ^1 j * CjIS 3 J 4 j Ailxlall AuujIâJI AiC-jÜ! AiJajâi] Aj-oûIL .5 
*iib ^Ic. c-Iîj .(0,05) juIxaII Aj^xaII jImia ^j-û Jal (0,000) LuL-a^J Jb 3 A 3 
A— *aÜJ1 AjC A oJa jül ûi i(Hl) aL^j]I Aj-Jo^ÜI J^âjj (Hq) f-lxll AuJajâ J 
UJ&UÂ.V l*JJ ^Ljl' < ÂViV) Alaj c A fla*k a AmJUuII Aomoj A oJa ^Â21 ^ 


Sji-lîl 
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5,14 4>u3 «F » jliüJ £L ‘Sjljjll vJjlâ^^Ü 4_KljL*aJi *\_lC ^âJl 4 \ . A-Uoùilj .6 

jtzàj «iilÀJ .(0,05) Aala-Jl 4j^isunll ^ ja Jâl (0,007) Lj L ^ ojJ JIa 3*3 

(JA S-uijLJl Aj£ jü) AjJa jÂJl jî t(Hl) aLajII 4-i-JajâJI Jjii J (Ho) f A*JI 4_^Ja jâ 

JAC Ixjj ^iUUul >. AJ^j A-jL-JI Aj*-uj <UJ a jÂi) 

‘ JaIâü 

^Aj 0,36 4_*u3 «F » jLi3J Ïôjljjll 3 JLO JjÜjjÜ AjC jill A-it-ûlU .7 

Jjij 4 -jI^ *Uj .(0,05) A-ujlaII AjjIjuûJI J jl~* 4 ^ (0,77) LuU-a^l JlA JOC 

^ AjuL-JI Aat ^ÀII <UJs ^âJI ô \ <f\ ^(Hi) aJjaJI ^-u-b^âll j^àj 3 (Ho) fA*Jl A_tJajà 
<J bUiV Ixjj ^LjJï uULxj! t ifiVi V Aj^j . A aa*t 0 jo£ Aoulu jJI Aowa jill 

‘ JaIaII S A 4 

7,70 Aajs «F » jlîi^ £-L iSjlijil ^àljA Jlilâjjil Aocji il ^u~ûKj .8 

‘illÂ ^jlc. clb .(0,05) A<u*-aJI J jl^uo Jâl (0,000) Luu^arJ JlA ^A j 

A-Laljil AjC jÂII AjJa ^jî t(Hl) aLaJI Aj-Aajîll JjÜj J (Ho) fAxil A-uiaj2 ^iaâjj 
t_fclüV Ixjj ijjLjJI' ûUUjI t flVtVi AÛ4J >Aaa^4 a^-jL-JI a. u * / i Jl) AjJs jL 1 \ j* 

ijAlâlI ôjüj (jA ?4*à)j2 

\..i^>. v âliskj 4 _*Jja 1I jAUiil <j] d_$^' J^-ij 

J Ixjj l âl’lVi V 1 g 1^1 j OjL)_^ tOjU^ ^J- 0 AAC- ‘Ü^aII Jl t 

jjC- A-^jL-21 AjmUJ A oàa jÀJl (jl JjA]l ^11Â .SjLj^' oAaJ jl Aj...i\>\] 

dial V j v J ^aI^L-ua] Iajj jil cIiLaLxj) > âTAI V L^laj A aa^ a 


■f&jkj 
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A-ujI jaII jljIIj A-uiâlla jll 

vliUUjI .^i «USAiill *LaAâ21 ^aLJI jg . i â .a H Jjl ^Li 3 ^A i* i*nll k ^— iL*-“S'l jl£ 

^1) *L— J jA)1 1 -liL-ojj .>. ftJa. .» 4 jV J AoJjAj ^LÜl ^j-o 

:^L La£ UAÜxal l IÂA I^xxaI 4_2i3LLaJ j ^jlaill 3* 1 4C^aA-o 

AaâAlÜI 4-aAâJl ^3 (ÜjAaJI j jLail ^uAa gjUj <LuiâlL> :Vjl 

^.iLaJl j$-*3a] I y. fti)a..> AjV j ^ ÂjâAiill 4-aAàU ^aLaII jg Kall rcjljj vAj^Jâ'l 

vj) J *5 <_>-jLfiLa ^j-a 4,05 42a— » jla ^Ij À] lj— {j^O^ La£ 
AiÜüJI jiiajj 4,11 ^Jj ^lua. dilÂ£ li-ia. jxuu jAllâll yiüj ^ ^aLûII j$.]â.al> aIsu! Aa.l£ flxll 

AjoLu» 4_u-alâ. ^_A J <il-^a_^Jai) ^UjjI AxJl Iaa K _>- a, ‘-‘ a '-alu 4oA^ a^-alic. jj£1 3*° 

^3 jjliill ûÂA y- fta-o Jaj '-a w » — ^3 c jAA ^ /im a l ( _palÀâjl Lu3j1 l^ialjj 

3^Liâ]l àIL £3ij^a jl JjjIj^I SjjS ^gjl cl— *a^— iall £-lij_^l A_jaj A3 . diLu j * .« a li J 3 cL*Ja^**all 
Aj_uua yJjUj'u 3^*-^ 3*' 3 e - i_ 5 ^) jî j A£^>aJl ,jjl ^jA-aJl ia— »j ^ Ig a£\*a À] 

4_njua y^jlijl ^ \g il..» £a.jj *i3 4— llAakVl ^ iuai -y*- J g; jLxaII sJ j^jVI Llna. 

Lalu 3^ÀÂit yj^ c J^ »J^îJ cL-a^Jali jo£j Aiiaj 3^ 4jla»V1 gujÎ 

jâJ 3^ ^ c>^' 

3-liâil ^A J ^aUI! jg ^->al> aUj! _^a.Ja c _ s _j\2Ü1 Axill J^a 

IÀA j 5 3,88 42a— J ^la ^L ylia L-iajl llwû. Jfi*j 4 j ^LaaJI AaLîiJ 

aJ^— j ^jl A*_ill IÀA Jyu^a La yk C 10^2^ La .^ALaJl j^Ja-ail aIxjI ^û— o 2a— j jlo ^A 

Jlaj 3AÜli «Uâj J à^H j-aLi*JI jl L-iaji l.l là^ V La S, . «JLilia— » ^laJI j&\ JoikJ a^ll 
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J^-a 3-^bàll jj£ JJ s _ 5 -lc- La jA j J.liijl ^j a. A : AilLa^Jl ^-allxl' ^yt vl lU-i .^ £la 

A— iü^l') CjblLaiJl '... ml ") .^JLo=Jl ^-lc. Aia jj£ 1 Aa-liJ! ^a ^ijlajll y_ûbJl ._ ff lc. A*.J jùl\ 

y. .flial j*Jl .1*1 JJ AiaA^l ^ib IjjJ ,jjJ joli -Luii 4^^-^jLâJl .aall Mail jLa»-a]l 

Ujl JJC. ^LLaI»J S-ibj ^ £ ” CjblLarkJl jli iAjj*la AaâAiill ylîLa-likJI Jjl Lajj 

■ Ajij.^1 J ,jj£j J jl^J A— jl j^ll «J^- 0 (jjLifill J Jâ=k^-j 

L>**cJ _>JJ*J AxjJI I ÛA jl UL-ajj 4y_fljill jil jxLawalll J^JaloSl AxjH Ajj».U v _j-« 
k _ ÿ Ic J^j La jAj (5 J>a 4,22) jIxjVI yllUa*-! jla _^j£l Alaxdjla J l n . ^ .illj La 

^JaL y~‘ n-v Jju ^Al l*j‘l jbjtl y^lli J j*J 33 i _ 5 ic. J^2u ^Jjliàll tillj Ajbc. 

La jA j ia— jjla /j— ia>i .laull lÀA J^a-Ja ôLl-all yl)ljj3 Alla. Jjaj .^.liftlb Aaâj , -iln» a 
.lys. fJJâJJ A.iaja^'iH j— alixîl ^lôj-a I^jJj j lAiUâillj 4_J j-ill J^-a jjliill *bbc 


J^a AjjJJkJ Laj ^C.1 a"i>Vl 4_üL=JL ^jlaûLall j ^jLall jg Kall J^a ^*J1 ^-Ljj '-alu 

2*j]l Lia o3j^. 0jLüll yljj^Jaî .(J^ifiib ^jj.1^1 jiall <jjb^ll ji ^jjialaJl Ç-1 j— J li »aj ^l^âl 


^ j..i*y Ai j^Jâj Laj 'uLaLtll «^] jL .» 4 i . i l ^ii*jj 5 ^j*)Liia 3,99 * Aia-^jJ-a ^33 l' w 


vJaljxil ^j-o jbjcb i/pUjll ôjj£ jA Alâ La > _j*J ^JJAJ 32 Lajjj .ALal*_a]lj v_jL^.jjJ1 


Aa.ljll l jC- («le- (jjjjll j] iAiS^jill djLa^Jl L-aj— ai. jJ_)ll A^ljl A^C^ail 

liA ^ilalUj i^L^jll j cU-b j*Jal^ o^bj 0 waL^ (J^-aJj jVl ^ ^jjb^jll ojjS ^Ab-ü Lalu 

^3 AaA'u-uill L jC- ^L*Jaâ b^^l LaS ^Uiaj-JaJl ^3 JjjaAL-ba Lpb^l ÎJJ^i 


.4_i3JÜll Aa^iJl où jJk. 
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Ja-o jjllül g^loll jfrjxall l\jaÿ Jolaiil vlia jil i j yâlo 

11a ji2ü .£laqll 3^-° ^Uaiül ^ jiàu-Jl 12 a A !£■} A AlL-j J^aj Aj-iIj^II 

Uajlal LS oL/jfl a JA Jxaü . AijilàH J 5 L 1 — J jajlIaII IjA jL*_)Î A-j^a^x^aâ ^j ^ta^-Vu.iVl 

^ol^C- ^;.a.^i~) jx-aliC-j ^l*Jl ^all j— alic ^ya Ig-iS Laj Ai^>iil Ajjj 3 C. I^jLa—u 

a£_^JI aJ^— j j— alic. j ü>a j—aLiC- ^ Aj3 Laj (jAiâil \2iall ^I^C- *Jj.üâ]' ^liLilUirk 

Jllia ^y> jjiâJl £3 y* J»J 5 C ‘j-lüH ^2 J^LUJI JaI ‘ jjiâll Artjiàj Jx.1 ^C. 

.£i ^ aII Aac^Iaj AJ 

^-i^Liâl £a jIxjSH JJ£- joj (Belii, Karoui. 2006) A^iljJ £a lILJ jj 

Aluil ( »— j^L Jjajjj Juul Al«i J^aj aIISaJI A_la*J_jj UjLd Li_^ 2 >l Ia£ Lk 2 £i-il un 

ulil j StliU^Uj j CjljLàyi i < _ 5 iâlj]l ^jjjJjll ‘ Aaàjiâ^il y AjlâljJl j— . allxil iAj^.jlâJl 

Belii, ) a—Jjj £_û JjlijVl ^ Lxiaji u-iJÜàj .^L-ûV' ^aJJ Aila iAijxil 

:^i aJjaSaIIj ^Juilxll ^j- dall l Aia— iI^j jI*J Ax. u .< 1- ^nlvi . x l ^jlÜJIj jjj (Giamiellom. 2009 
JaI J ^a jlâJl J$_»1 aH $Ai_>iJl Âalj ‘jJiàll ^jjLoUJI jjjjjÜÜ 

V) liA - ftfcVi V lijl Al^OLa jJaj f \).*u«Vi ^JaI^C- tAjjljaJl ^UJI 

.(a^C^aII ;Ja1^xJI) i_âl.<J a Ah 3 *jJI 

jl*i ^jjl Ü.îiftuJ jljjl (Heide, Gronhaug. 2009) A— >\j 2 je. LïL-iIj 3 <. âhâj LaLu 

1 jjiAlll :jbuL iA A- vttll jjUâlI jLiui ^ ^jLaII j $ KaII 'a& LiLûj A^iükA 

j^lri^ll 2aiâ 3bui Aj!>Ij (lin. 2004) £-*> <■ U &> ^ .clâJL-VI 10 jLLîJl tAilu-iail 

^ Azza T behi, Sonia BenZina Karoui Op.cit, AzzaT Behi, Jean-Luc Giannellom. Op.cit. 

^ Morten Heide, Kjell Gronhaug (2009) Key Factors in Guests' Perception of Hôtel Atmo- 
sphère. Cornell Hospitality Quarterly, 50(1), 29^13. 
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aHoIaIIj (Kotler. 1973/74) v- â/u.^ . ) ^ o i/H^ a ^3-üâJI JjL-Jl ^ t^Loll 

A T t*-uJl! JJjxIl ^-jLiC L$u 3 lâa^lj ^»lc. ^ H A. t a — I l ,Jal jxll j ‘U*_o— Il *Jal ^x]l 4Ajj*-af]l 


JjC- 2iL^aS .Jjliâll ^ jUJI j^Jâail f}}*'- 4j*-»Lm»I jfixj J (••• AâUàîll 4^1 j$Jl 4ôjljaJl) 


^Lda^lS A_ûLa_<JI Ajj^IiJl CjljjC. La]j J&'y La b] o^l& l^-J -IwaL ^illj Ajâ j jjJI ^laljxli ôjlllâl 


4'u«fl > ~* <\ i . .tl i r ^a 


4jâ.liàSl ‘LaJÂlI j * J jjj jll ûUlill ^ nVi J-jUj ‘Uiâlla :LuLj 


Ja-o AjiAiàll diLo^àJI jaj ÂjjI ja ujUIajI Jja.j Uluil jJ ^j\jj cJj^Jal 


jjjjl JarwTu J Jjj jliC. J!>tâ. ^y> ^ j*_Jl Jj^ajl ^ J^V' ^uij ji ^-^-3 il, 07 — j j^Lj ^Lajl 

.(^jl ja Aa utti ^l-àa* vjjlia— j^Lal £a.l jj Ulua 3I Lo£ .t^a. .^jl 3a 

AolLoall >. i»,n ^JJ jjjjll ^^1 A-ûl-l^jJl Cli!>LaJl ^jialiiül -3 4 ^Jl^ AjI ^Ic 

» ** <1 1** . .i ^ *. a ^ '^ \ - f . \ ■ >■ j . >*<1 1 ^ js 4 NT- . ^1 > » U i ^ 3^ 3 ^‘^ ç. l >>a >-« <4 1 

t^3 ^nfoll jil*j . j.iUâll AjIa ^*$1 *La.iia]l *JjLa.l=JI _jC J3J jll cT^J 3* ^1-^3^ ^jjfoll 
.j jLoll 1 À& v jaoJa la— i jla jj £1 Jj-liillj Ajj-o jlll 4 _û Jlal 3 ( 2 <j-iLïa ,ja 1 , 03 ) L-aj! ^1 3-a 


^ja-all /^Lall £_a jjj£ vJS2u laii jj olajV' ^-jLiA-o ja-2a <J— a 3ÜI) Ajj jl Ljajî \ il.<a jj 

*iill j>-kUj 0j'j3 A-a-^ta 03^3^ ^1)1 V^» al A-j jl »>iVu.)Vl ojLallj iaa.ialL^ 

(3^1flJL Aj-âjlil jjjS J^2ü Ajii^u vdü jli j^iiil Aia. ojlniJ jlj 3 jL AfiScl 11] 

Jal^C S^Ljjj La] iv-ljl 2&«all oIa Jlo jj 3^ Je Ja*]l ^i^iill ^Ic. ^l=kJ ^IIoHj AjÜA*_oV 


( 1 ) 


Ingrid Y. Lin (2004). Op.cit. , Philip Kotler (1973/74) Op.cit. 
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aLja^Jj Jjjjl) ^ HoImAj L-aa) A-i— apll Au j u UaiS jl U Ua v _—Jaj j AxlaJi 


.AjjÜÜû 


ÜjlAlaul ia&2 AaJ j JpJ - 1 3^3 vJjiajJl 0j\jj c^5^â'i Âj jl J Jx 

jpSVl J1*JJ .CjU^aJI Aj-ilalj j-pJ ^jJ! oIaj^U Auj-laJ) aj^âil) <Æ.li JÜi * 

Alu Jlûlallj 3 y* AuL l£ 3*^-° ^^>3 J— aie- aAj ^ ^^>*-o AjL) alauV) JC- I jiiau 

A-aüâ-o jlJJ .(^ jlÜj) jâ-l fJ J jâJ o p Aa-ajaJl 

alauV) ^La.1 J^a. AjJiaJl ajùâill Jlh fie JSLIj j i^jl-lap) HiljUxit Lg-û j-ae ( _ 5 ie >.. iU . j j 

£jUall jj 


Ami) j^ 2) uûLwa ijà jLui) ^JUj 4M la : liulii 
^j£-i A_a_ciajj ,_£^)â>V ^pja. (J* 3 ® JJ uuL-lajâ «JLilaJa jâJi jLüâ) feulai 

US jjSfl ji-iioj ^pV) A_Jj.il) 


A-uiljJ) £ jj-u :(4~4) fâ j <J£mi 
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I jVl Je 4_uia J A.i4 â ll o Juu 


ijjj J tliULajl J jjolili p\xl\ j*A\ J 1 jC jjÎ J 3 * J Si) AxJa J3I julli <U*âLia . 1 


^UJl 3JI JJ ^3Î*-o ji a 3 jU 3 I J 3V' Aj-^J 31 J^ua JikJl ^ûtlj dmj 
Jani, | *v— il jj ^_o Uajllj JH *%42 *■■: * ! j Aia— *3 !*» JIIj Aa** h 1 JjJ' J 

jjjj J ^ 3 jjJ' ^-ttial^c. Je. ^Ult >xl] 3^ J j^j J) jj J^l (Han. 2015 
(Simpeh et a/. 201 1) aJj^ ç-a LjaJ UlJjj J ^âH L*£ ^ ^ *03^ J J J^ '-^jjA? 

J—oj jl j ccV jil J JJ3JI £-° J}-^^ 3JI A^jlakjJ Aâ^c- J 3^3 J] ^L-o 3J 
j j^ 1 ! j] t^Ac- Jfwu . JvftÂ »..ba H J*l*a31 J J JJ J ôûIjJ JJ f^*31 3JI 


aJaj] Cj'iÎ1*-û ^ l$jâ Laj Jjjjll vHiULaHl AuI>j 1 oûljj JJ ^3? J fW 3J' JJ3C. 




Jaü3I 


ali. 


Jûl* 2 il £• 3 Jj df- AjjIajI >- 3c- 3I JC.UL03 J. 1 ÂÀ 31 J 3^. 


<j 3 jJ J JA 3 e jüi J 3 ^ A J 111 AoJa J31 ^Jllj A.ifll u .2 


Jkl^ll ^OA*-ajJl JA 3*3 jîil ^3^31 aISISJI AûIjII Aj-Jajll J3J3 JjlaJl Jl2j i*.mi 

lj JàaSAj JH3 i %46 HliL Aia-f3lû jjjIj Aa*o 1 j «iUj^ ‘ J3JI *— J ^aAiill jlikJl 3 


JA 3*3 Sjjj^ jjl 03a JJ (Wahid al. 201 2) J-334 La ^ ^jllnll a 2 a JH . I^jsjLui 


JA 3*31 d2a joa-ifij A±v*û ^L '-lu^. jjjj jll 0 — aj Je. JHlÀI] A_UkjUJl3 


l Dev Jani, Heesup Han (2015) Influence of Environm entai Stimuli on hôtel customer emotional 
loyalty response Testing the moderating effect of the big five personality factors 
International Journal of Hospitality Management, 44, 48-57 
^ Kwabena Nkansah Simpeh et al (2011). Servicescape and Customer Patronage of Three Star 
Hotels in Ghana’ s Metropolian City of Accra European Journal of Business and 
Management. 3(4), 119-132 
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Jjl J] 1 yUua yi (R^Jj.lVill ^Ix-i Ajw^â.1 LJlo jjjJ^l J ^ 3° (%65) 

^ Aj-aJIj ^&Sfl ^i^l-lll jjÜxj ^lÜibj 3 &VI JjVl l^J f - Kj Aiu rvvll Ajlâ.l.lll 

3*7 3^ 3 >i*-° jj! -»j ' 3 i*-a>j (jjill (U et al. 2015) a*J 3 £-*» L-aJ lü-iljj 3 *^ La 5 » 

Aj JU^âlll O 3 ÜI >. fla k^i i^alc. j£3ü ^ CcVjll 3 (jjjjll Ijl >j £-« 3*^*^ AjjjJÜll <J*lj*Jl 

<j} Jjül 3 ° J ‘A—ilj-iH J^-o jjUill <jaia*-3jJI ^l^aj! ^J] Lia3^-ûl 

J*3» ^ jjj*j ^L*o ^ - i Jâ ^11 J ^LoihJl AjLIj jAiiil ^wjliJl j ^iikl^ll ^uwalll 

.Aj^^LJI j 4_jj|j 3H ûLl^j jjc- 3_Ja2 Ajjl Jck .^11 AjLIajj-iI 3 jj£Î ^JSwj^ Aj3-liÜI 4_a.lâJI aJj^J 

J^jjll uIiULxjI ÜjàJI ^jA.uaj JaI j£ Jjl üîloîl AjJa 3 II ÇÜlÜ *uiâlla .3 

' — ^ji^J-llI ^ a ^A j I I 3°l y»l ^ yiAJA Jjl Jï^^J Aolüill Aj^ajàll J il^J l ^jllj v 'i'ni 

jj-ij il^jlLL-i 3 *» jj£I 3 k j c%48 ^lii-lj AJa— yha jjjIj Au. ai) (jjjjll ujIaIajI 3 ^a^iill 

Jlllj ^3 . ,->\a.A‘'. jî 3 **^ 3*1 y~ 3 ° Ai^>ill JjLjll l^-J 3 JI ÂoaaVI 

^ ^uluiil û^A ^Sjj . 3-^4 Ajjli-û v — fl_^>iJl 3 ÛjO^ ^ u>a> 3 ÜI 3 II jî ^ 1 ] 

3^j ^ i i _ 5 J^.IaSI 3*1 ^*J ^)i£i jjl J_^. (Wahid et ai 2012) Ail— JI a— iljill 

Aâjfr ujIjjjIj J^k. tUc^Ual s-. u . A t OL-il j.ill ^.ixjj ^1 £j iLû^aC .v_aji]l ^x a juu ^.'u j 3-** ^>4*^ 

^1 ,.5^3^ 3-^^' *— i_^*J A L4La.«^iTjl 3*' vj] ^ 5 -à 3^ÜI 

. AjC J_^ /' Ajjl-l^k j iA^jx-o ^lîlj jS-o 3° LûJ 3 ^^ 3 ^ CjIaI^jVI 


Siti Daleela Mohd Wahid et al (2012) Measunng physical évidences and customers’ 
satisfactions at hôtels & resorts in Lumut Marketing Management, 50, 10253-10256 
^ Yaoki Li et al (2015). Does Conspicuous décoration style influence customer's Intention to 
purchase 7 The moderating effect of CSB. practices Hospitality management, 51, 19-29 
^ Siti Daleela Mohd Wahid et al. Op cit. 
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tliUbul jji <U&Laj^Vi J*' jiül J 4jÜ jJI AjJa ^âll A-jiâllfl .4 

^a^iâli VI ^ ÿjua J>\ 42)1111 <xjI^ 11 4_uJa_^Ül Jj^2 ^jlr/ill ^jllj 1 * nu 

^3 t%51 ^lliL jjjlj 4.1— ü ) ^jjjjll tlllAlaul ^ ^jjj^Vl J^bjll ji Lg . jLLj 

^£_^illl (Jc-lüîl 4_wuil J »ii]j .ijxJ 2Î jg Jâdl i ^2*1 j*J 4j— lilL jjj'u 4_j— û JJ^l 

jl Ajl Aià^^Lo J^ûJ ^ JJ^Î JJjJ S 5^J ^Jjlj^il J ^jjLaUJI jjOJ 

JJ 3: 1 *- *ili2 j)i 4_ni-j jjjLjll jl JjlaUll CjL£ jl — 1 jj^j l-a-UJ 0 jlHa-a v_fij*Jl l-luw ) a-L<u^aal l 

(Hartline, Jones. 1996) 4—iljj £>a ruLnll ô2a j^jj •^3- 1 ^ ^jy».Vl ^nfrill ^Ic jjj£ Jfwj 
4 j— ajÜll U jj l j-a %69 A1 aj 3 La j— aSj ^.liâi! ^ 4j& Laaa.V I jxJI j— aUc. <jl ^J] VL-a jj lIu^ 
t%45 4,i. a n A-uill ^ ^jjjÜ V—JaS %43 a£jùaÎ' 4-o.lâJl Jjjjjji i^-lifillj 

^jUaJkJ jj] iflc 4-a.iâJl J^uJa ^1— ûVl l fr i » . L ^jÜll 4 _ojaV1 ^jJ] <2Ü2 Jj2ü j 


•ùjO^ cjIaL^jV^ s?^ i j^ V\a$ ij^c. *uc.y , i%vi jy^xii 


hlUlaJl j jLaii sJJju a II JH w»LâJ 1 *UJa ijàll gülli *uiâLLa .5 

ÛJJJ* 


^^Lail j$ Iâ.all Ja\ jjiJ ^ ji*_o jjl J ja. JJ 4 JjUJ 1 4— uaLkJI 4 j— bjâil JjJâ 



o2a .£& .%59 '-liiL Lu— û 42a— ijlo jjjU 4 u u' . ) *ÙJ^3^ *^-2*1^1 ^ oû-ixlall 

^nfc.11 ^ic %54 ^L 2jj^. ^-jjlila jji ^j^.jj (Alsaqre eî a/. 2010) 4alJ ^*-a jj La 4— »l j-ill 


^5 j t (0,49) 3 ^ **^4 ciy.^y .jj* ys 4 ^ 2^411 4-o^ji 4_a.i£kii o^j^j 


Michael D Hartline, Keith C Jones (1996) Employée performance eues in a hôtel service 
environment : influence on perceived service quality, value, and word of mouth intentions 
Business Research, 35, 207-215. 
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j\ Jjill J12ü ^ >V' j& l$J jis J Ja^V 

dsU> laal Jjj*J ^ >aI— u a lie. l$aâ Lu 4u3.1iâ]| 4_<a.lâi] ^jLal' ^j- U -i rd 


.<_a.ü&ll 4ajLaaVl 


A j«dT\.rtll ^ «<Vll*rfT\l buj ^jL jJl dLbLxjt dLâj^â <LmiJLmJ 1 4aJa jül ^Jllj .6 


^JjLjll dlUlaul ^3 dil^LiJ 2^. 4lslÜI 4_^-iLall 4-uJajâil ^ ^aâj JjkdH £uLu diiu 
y i3lâu 4_*Jj3ll J^-a <jjbjll djLLaul .j] . 4uâl jC- ^aj-lll j 4a* 2ill ,-tg ».Vil .«-irfc.l ^ jx2 


^L aa U l*JJ i ftl a fki V IfrâfÜ j Ojlj^ll tajUjil dsl ja 22C- i^jâ.-lll fc^j*Jl l^j-ûaJl U. 

^aAiill uliüVI ia-a^lo J JjLkall j^ial jjai ^ . l i 4a—ûilj iojLs_)il o-lal jl 4a*aâaJI t ^ a ila a l l 
■Î>?-J J] -W (1*05) JJ&^l ia—^aa J4&Î >A 3 (1,25) 1^». >° 

J&î vlAiVl ^ sjLc. ^ ^ nfoll 4JLjia ^Jc- ûûlc. J j£^l I .jjj djlâ^lÜVl 

dsLujij dsl j dilüil Jjl iJjlVill 0 j\aj dsj^iâî 4aa.lj J^a ,4iialc. 

La ^Aj 4_ulja 4jjlja /)Lnl\) ia— ijlall dlljj djlüJl diaÜ Lalu La le 4-ul y* 

^lil 4a rkq . l l Jjjliâil ^j-a t /n . i)! Igâl j fie. Ja] 1 iji.^11 j3 ^k> iLiï JjjLiijl o2à> <jl ^jjtJ 

.^ijjail Ji-lll j2 U.1)JJ 


^ Omar E Alsaqre et al. (2010). A study of the effects of Factors in the Physical Environment of 
Hotels on Customers' Perceptions of Service Quality and Loyalty. Paper Presented at the 
Régional Conférence on Tourism P>.esearch, Penang, Universiti Sains, Malaysia. 
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jl\ 


^ ‘UjI >-j ^ 4-ûj^Sj U Uià^j !iL-aâ]l 11 a iLoai 

■\M-a> JJ V jî liâJaJ .l$j jLifii! g*UaSJl ^llLû-i 3 juljj Je l$j llaâ <*J JÙ 


J AjâAli]! o £âl j Je u-a lg_i3 Uâj*j j 4u2.liÜ' Ac-li—all jl CjIauiLmiI 


4lhc. j aaull £a\-\a) ^_àj jJiail v j-o k4_ùl AuJl 4_»J j.lll Cjl*l^a.l JJ liâjaj LaS» c J1 jjJI 

aJV^ J jjl JJ lH— CjL-a^j . lliaull i— il^Al JJ J_^-a J ^JUI J oUr i l » Uj^a.1 Lx*£ 

JjH jl£ |jj Jîî J^2 ôj JV» ûljjjj tCj'üfcl^jl Je ^-iUll 4_j^ix-o 

. 2AxlLa ijS-ij jl l _paxJI I g - Jaa . j £>» 
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Ajâ llaâj iCjboJiJ' yûay il AamUJjM jjaSfl Al jLa^ô di^jJI 1ÀA lil jlïj 

(iJlC. fAC. :^j fcAjibJl ^L-Jb L-iba l$J 3 jiû-a]l .j-aiL-a^Jl k i\"i % .a 

AjÜjj— ail C-L ^ . baH 3° ALxa. jIzlj > j-ajb-aiJl a 3 ^jl Ibij .AojbiJl 3 ^.IC iA^ u - oii Vl 

;3 A'fcTa j iAjrJbj'j/l £ 3 jj 3 ^*^ 3 ^ büj L-a^— ai £> Üaâll 3 ?>*- u -^ dib-laj 3 ° JJ J 

^ -" ia aLoj ( _^aj'_i_*ai k JI ai& 3I Lo£. ^jSajjC- ^-aaliÜil jxolll ô^bjj A^-l^Jl a .3 3^ 

AjL^uII 3j^*J ^ elljjl ^ic'-âjJlj ^lil^ll 3}^! Ig-ioj ^ajAli-Jl 3 a *^ JJjiaJ 

1 ^-i^a'j sbi-v £Ç£jaH J*^Uc. ^ AÏLsIaI' 3 AjaA^JI l £\jx*$\ il^L-iV 

A— i-ijaII ^ 3 ^-*-^ 3 ® J . - I jk. aj l\ jty\ '.^à AÏLalo j— alic 3 £b Asbial ^uajb-a^J! *lilj £-a 

».!& Aàj^ 3=uükJ 3 e J**" 3 -^' 3-ibdl IxJl I joaJ 3 (ililelj^l 3Î vJjbLmJI 3 4 3^3^' J 

.Aoui^oIaI! 


J 2 l£k 3 -a A-aJâJl ‘\^yaLû j*sx\c~ ^k- v ilanll ^jSlAJ ^ 4 JJ^SM jjilûJl IjlA 3* 

ln.aH 1g ’i.a.in'n ^^jBj *La.l£kJl jib 3 ^kJ -3 a.I 3 3 ^ s 3 ^-a&l Jkîl 3 Ai 3 ^ .a H A— i 3 ALall cb-iS^ fr U.inj 

I^J Aa^\J ojl^b Aii-aLiJl lilïii Ajâj>*-^ bj^l£-kall 3° ÜjIÎâN A— u-i^all 3 ^ S^-iLoIl 

Lo A— u-jj^aII O^J û>^i 3 ^^ fc^J-ibail J$ I^ a I I 3 I 3 ^>*- ; ^ l $ - >j j.° 3 jJtlall 

3 1 3b il*jVl 3« 3 a jjjbj b^a 3 >^>% il^jjilxi ^J-La Aalj j£j jj 

AijÜ-a 4 _«u-j3^' ÛJ 3 — a 3^ 3) -ÙJr^ 3 * 0 - 3 aJl ^ 3 !* ^ £3j 

Aj&bila.V' A Urf'vill 0 J 3 J 3 c. 3_Ja3 dlboA-Jl Aj^bil 3 j^% 3 0J3^3 A*-âli-ill dlb-ixu^^W 
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LoLoJ J b jjjlj ^jLûJ ^ûLoll y] Jl ll.- ^il^ C^lc ^JS-ijj t*L- ijjl 

jl Ljajl liL-ajJ . ^ LJl £ jjIaII jjj— ij J «.. ftjlx i l l AjJjj Jllil »iiLl£ 

jjj\j]l j A_l*m jj>a 1I CLîlAaC. Aollxi S^LjJ jA 4 ^.^..Vi J ^Sn ^.'ir/ill jlj 4 JJ^ül j-ixu-a ^jLall 

. jjLjll diluS^L-jj A-=J j Je. 

jl J Je. JJ^J La* 4^LJI ( aJJâJ Jl Ia£ A^CjaÔjaJ l$Allfcl jSL*J V ^lsl*-liJl jl Iaj j 

’.% ;11j Liljl^. ‘ j^jJ CjULuV s _ 5 — »l*J jj^ jA ^ajjüll jV I Jàjj $L$j* o^l Ü- jVI J j^jjll 
J 1 ^ -A 1 Q rt\ l <J— ^1 J .^jUl _J^1 a 1I cl)l jjjIjj j^J jll jJJ AÜXaJI ^L-i^3 JJ 

J jS’l jLnll L$j3 ,_£jj ÏvIjLaI^jVI AjJjj jl^jL jjj— jLJ jjjlu -J^J lbl_j tJjjJ^^ CjIaL^jV 
£jj^ajJl Jjj Lbljjlj 4 jjLall AjjljJ ^IsUIajV' j' jlail ^S_)i IaÀJJ j^Loll A-l££ JjULkjV' J 
^1 ^jLûJj .AjC jjjj Ajjl^Jkj 4Ajâja_a Ik—ljl jjw a!£Ij ^Jaj CIiLa LkjV I jl jA j J2i&ll 

JV-il*->Vl j-« jj£-all J -P3J v - 1 j-’ Vt î^lj j5L<dl >il]j !_]£ J Ijjî ^jIaII 

H ùi^ 1 J J iôjlÜ v /lj Aj^aJI j* J*-^J' J 3^' J 3 ijl^îaaiJVIj 

jl J JâVL 

tAÜli_*i cliU^ik jUa] Jj ^»lc. jj* J .12 £ Jall I^A jl Iajj 4viilj JlAjjl jJa.V 
Je jxj]1 Uj]jl*_o J!ilâ. j* 4jLiâl' J-'JaaJI jL— J AjJ=û]I jaJl oi* ialL-i] Ijl jIa 

Jjllili ^ UaâJ' ^ JUA^jIL A_i3^jâ]l kliLaAâJl ^3 J ù_^j^ CljlAlaJj' J ^ jLaII j^Jô-a]' jjI j 
liL-ajjj l^j IîaS A_ûI^xû A— il jJ ^y Lj Jâj A ^aj LaI l’iiiV: lloJl3 . ^ AjV jj 

:1^-ûA*I Jllii]l 2>° ^ 
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liÜ: j i AU >- âtLL a j jjliül Alix! j gJri .a H jjÜ*j • 1 

ic_àjxll ^UAwaJll ^A iJaIjxII 

Æ y* ^1] 'iili £2kjJ J l * ji$-H W 3 ü^?J ç-\-*^ay^& Jliaall ^Ja-a {jjUill ^k jj£j .2 

î^jjUj ojj£ jî ^jliill 

jj£' Jq ^.all Ig <ajxu.ni AaiJâjll i_ü1 j=Jl ^^-ic jj£j3ll ^liÜI 4ijC. >•. J»j .3 

‘A_JLagJl i— ûl jaJi ^lc- La j^jj ^ 

laïc- jSJuj tAjjlj* cIjIaUjI jî o j u% < al ) AlpJlj AjSLliill ujLaiiJi ^Ia^VI f j jSlâH jjaxj .4 

i^iifilU <iu3j J jJul jl.lxLJ ^ic. j^Aj j»gj A»ûiiLall l 1}L«A*J1 ^jC jj-ia'j JjLjJI jjJxj 

Âa.jij Aj yÜA ^A AjâiiàJl A-siiJl jî £a AiuiJI ^jjLj ^ £a»l ji} .5 

3^-° ^k AolLa^Jl jxil ^Âa-Ja ^Jj -iâ La jA j ^ jl 

iLsuî uLlÜj < jc- V-iJ -il*-jî Aj— u l1l^.i 11 <jiuâ jLua ^J-iLall j^JâxJl iljui aIîLa .6 

i^lc. ^JfLJu .jL— Jl ^ 4-a. ' . Vn . i ,a N Jaiâ 

Aie IjJJXJ JJ^S F J J*- alixll jJixj^ iiais J)- 0 Jp4j •— iIa^^I A. \5\jA .7 

L *\^ J J . »“ il » « Jjjl l I__ul' JJ A_ljl ^il jx^ïlixll S jJa_L_ A !•> -v ’N. a Ajl J ifl A ItV'A a 

j £jUa Cjlû jj^xJl Ajil^l CjIaIajVI û! Jj» 

<J*ljxJi ^jA IjJjh IaJj&I jjÜjuj i^iLall JgJâxJI J-ûl 3 C J£J ji*-a Jjl .8 

fO^ u aal i JxljC- lAijxli ^al^c. c A_iC-l * uV ÿl 

lIjIaI^jI ^k j g . Iâ -Jl Jji J llL-ajj LaS t^lxJI ^\ $C- 1 ^ i^-liül 

i ^^xla J^*iü clllj ^-ûlrkj Laijc ù >?3^ 
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Ljj v J^-« Aaiàiftll ullLa^Jl JpUjJI JjIaI^jI >■ a Yx^i .9 

S.Ia1 ^lu u ixl t ^ ,»a1 y^uo l l*JJ V- ftllV) V Lfl .lf Ü i^jLj djl^û Ù2C- 

:*UJ jill Càa\ j&\ 

A^oli i^jlAll ^1 yu jaSli j&l ^LuA^L Jj^-o Jjjliflll AjJj.lll r ySÜ 

^ic. ^jxa Jk . 1 1 cliu-a) ^ fjfcl— u Lu ^jLJl j^Jâbftl! y . A x s i. \ Ajltoxlt Jxl yi\\ j. UA i Ig-io 
Jli&) ‘Li *> ^ ^aL-J 3 2 ^» jAjàll 

JJ^ if 

cLjaâil j| frLja^Jail ^JjLu j j jjia iJ-utlL Liajl £ jjAj Lû£ 

Jplj jll J- 1 *J ^LC. > jC- ^iLjaS cl)l y-cfy\ J) je- dsLùaj s *n I^oj Lûl^-i Ig u lc- 

y> ^i^J! j_£j JU aJ ^i&j JSUjII ,Jc.l£lll ,^3 lia 4*— J JJ jl 

j^a Aialâb ^IIaImiV^J A^l^)Jb jx-2u ü*-> 9* <illj 

Iguâ »«Li\jVl aJIs.j 4j^L-u» ,jl V] f\A*s\i ^sd ^j-.i^ll ^nfllil /j-a 

^ ^xALu Lu — fijàdl djlÜI Alla. >.*n.w2 ^Ic. (JaxJL a >*U.M il^lu >. à» .>iSH ^>jjju 
JU aiuL jî çXJ-o joilj La] *L*—ijlJI AJ jb»_a ^jc !M*Ja3 jll ^iLftakVl 

‘J'L-uVL £-Llajl ^-L*J ^Llo !iLlâ y- fli.Jl çÀj ji A_auli]l aJjLil ^jl jftfl ^>^âu*al Jla 

A.l.4^. 0 jy~a g- jj t^jjlaLAl ±*.yaj jùl ^-a-i J VA JJ^lau ^ J^\ ^ic. JaxJI 

l g ^ vàj ^jJl A- 0 A 2 JI ^Liaj) ^ jn»") 
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^UaâJlj ^ j^JâAÜ \jC. jjl j^Lj 2 *U jla-AJ 4jJlaJl «LmiIjJ^I cLloÜ 

^JjL\ UjLiJ <j£l 4 jUaV' ^ l^jUj jl lÜLjj 4 - âjlax.i 4 jV ^SJûiJl 

jï&î jl (^llUlauV' ,ji 3 e - < ^ c ’ J£ A^Jjùj ^ua^-aikj jo£l 

^tuJajj liluil jJ J j l^k. l. u . ^ . % JXixj ^ ÜA jlj •L-aLi. lIiLoA^ jLi — j ^ 3 La-i<a* J 


:l^lo £ Jjij ^^üll J ‘ULü-'-o tJLîl—jljJ ^ 4"i-v jll ^j-a AlLùaâu ^jSLaJ jj— a&]l ^pxtJ 


4^«j^J\ lilljjl ^jÀ ^jLall j$k,aH j 3 ù - 

i J-UJI/ô^jli ^Uil ÙVUI ^ gpUll Jil - 
îj^iajy jii y^ii ^ j$ i^a\\ _£\ 

SJaUI /j^jjll c-Vji j ^ jjI - 

4 a) j'tf; ^ jjjjjll ^Jaj Jjl 

s^j^jjll Jjâ ^ a£jAa]I SjLlik^il JJîj ^ ^LaII J^lsuill Jji 
ÏA-aAiJI ^ s5^ J frlô - ûl l JJÛ 

M jaAvll 4_^c— j^all ^ ..vflt nll ^ ^JciaII jjt 

iAjxAâJl A— u-jjaII 4_tiAAÎl oj^—ail jjj*j ^ j^Ixûjlj ^cjjjoll jjJ 

Jj*âJ J J-iî C jL» JâJI JJ*— ' ü/^ljjjj ^2 ^ûUll J ^la ^ l l 


4 4 ..w.ij j 11 4 s , .lâl ïil l 3 jxaJl 
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JaI jaA A-ojli 


Ajjjfcll 4Â11L JaSI A-Ajlâ :V ji 


csjAUÜ' -(^j /flü^^ll .'.a-k^ , ■».*!■ A J l2i' > >»A .1*2 .U-u . jjAJ'i 2ll -lit) C_l jxJl JjLaJ . j) j aiôla _2 

.v_i jlj : j. 


. J-il J Jjx^i y iM cUaC -JLk iAjql^kll . . .l}iia> tJÜc . .J'-aS .JSjA 4. j^ala Uv< .Jjl^ 2 

.tl-ijc jlj i^jLaC • 9 jj^LcJl .(2014) 

Ax^lyi Ijjifjèl JLaJl’ JJujL^iiai <Lt~j 4^°.-, 'ià il Alull ^ j j'i" -ia'-iiil .(jj . -) . jp-a— iJjjj 2 c .aaLy 4a jlâ jjl 

.230-195 .3 <^-*W 

. jlj ‘ij 1 - 4 ^ .<^3~<3Âla// JL'Lj^JI Jjj fxMJ Jjiu/I jJ .(2005) . jj>J' .IjC iÂxjj ^ji 

.vlj bjjj ..^-i.i'V JjËL» .(kHj.à) (_j .<^«J 4ajaj i y -■ ■>■ ."uUi iAjxu 3 ^ j--V< ^ji 

.k_ûl jl jIj : jliJ 

:AjJ JX— il' «Lujxil 4£La-all . (_A 1 429 ) ^T-AuJ' jj jlaj ^ Aja.y-k’ll A-a’ml' ajliy' 

jlill : kÂjj-iî^MiVI jIuà.!j i _(i/ j k.î// f .^u-4^// ^jJLèJ : Jjj j*aJI .(2003) .j^^jl' ajc .lulü 

. <lx.at-k.il 


<x,alyi Ju-li/ ^i// A_uuj .Ajijjâll Â*.iâJl o-i ^ ^ .(2007) • sf l £ * j~i jl 

.66-43 .(88)29 

.ojAÜÎl' .(jjA^jial) i clcJj o^Xc. <1*2 4 v jjA l -£ cUj) -ji-J-üL// ^jSi^a . ( 2009) » >4u 

.2007 <X-lL ^ja A^L-aV' A% ...il' .AjJjxl' Jjil' AT- : 


i jjÜkA 1 ^ Al^jJ jLyjpil tÿ.Iwi/j ^ Ü !; K II js-i LLaJI j^J fjiïl/ ,^iL ïll ojjLtil JJutLyjl .(2013) .aLc. 

.(jj' jaJ' l2 jj'jaJ' AjmL^ kÂjJ^iJl y tic. 

^j’4a^ :^jUJ kkli^joj .<±>jxJ ïiM J JA Î9 .(1978) <2x^11 n.il' 

f fie J 4jjLxajèy I f flxJI <1^4 . jjl j^J' Jj^j Auiuixj A— 'jJ :A_oOiJ' iù yy. jlxji .(2010) .^cJL-a kÂl C yi 

. 1 08~ 89 ‘10. /. i/ Ai. . 4m a! yl f iu*ïll 

Âa.j_^lai) Jjjj <— u^^-i Aiâjiii; A—-/ fJ- *Lxd âJ/ j J jia ^4*^ 3j^ J .(2014) .2l' JjC 

.(jllj^JI . 1 . oii-... Axa-i. tAjjL^ajâ' , ùc. 

kojAÜiï! .(1^) ^jjc - iil' . , liai' j < _>Âil' ,2c ,>>» ^ .(1988) . jj2' c!iAc 4 . .'.;.*•>]' ^jc 

.Âjj^xJ' AyJagûl' : 
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i® jAlil) .(2.ç) jiiki^ : »— k /' f ^uilM ^Jc ,..>»>! .( 1989) . Juùll c'ÿji « . ij-ai' .ic jjla. * jAa 

• el j* jil £jlla« ^ j-^* 

.üaiüLj aüalJI ^ci jiH 1999 Ai~J jj'üj 6 j>* 0 1-99 *i j j^ilâ .( jAl 19 * 1999) Aijji jaJi 

. 1 I — 3 < 2 < </ _ÿï jy$ <J j j^-ayJ! jJ! i_bjaJ/ 

jjjUc« j^aj <2000 aï— fû# 11 ^ £ j>a 130-2000 fâ j jifijj j-* .( si*? 18 <2000) jj' jaJ' A}j jé - “>H 
.45— 3 <_?-5 <A/jjV J^-Il <-J Jé-*yü aMjyJ .dlli k y ji • >_JJJ jiJ -«Aü!) .‘in .-.- j-]l ». fln.jVi 

kjj^i ^la-i <2000 Ai- sijJ 1 1 r- jj- I33“2000 >3 j J 44" >>“ J-* ■ ( jijJ 18 <2000) Ajjjl jall Ajjj fr -aJI 
<35 sAijjl jaJI i ; j ;-j Al— jll a.Xjjaj! . dij «lilAiS j Aj'iiiâll «j— ijalb 4— alàJI 4iL_aaV I aj£4-]l j'jC-l 
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Questionnaire 


Chère Madame, Mademoiselle, cher Monsieur 
BONJOUR... 

Ce questionnaire est réalisé, dans le cadre de préparation d’une thèse magistrale a l'Uuiversité de 
Blida 2, au sujet de << /' évidence physique de service hôtelier et son impact sur les attitudes dti client 
- Cas du secteur hôtelier de la wilaya de Sètif». Votre collaboration est essentielle pour la 
réalisation et la poursuite de cette recherche, je vous remercie donc par avance d’y consacrer un peu 
de temps. 

Pour remplir ce questionnaire, il suffit de cocher la case correspondante à la réponse la plus 
proche de votre opinion. Il n'y a de noms requis et ni bonne ni de mauvaise réponse (ceci n'est pas 
un test), seul votre avis compte. Certaines questions vous paraître parfois un peu abstraites ou 
répétitives, efforcez-vous d’y répondre quand même. Enfin. Soyez assurés que vos réponses seront 
traitées de façon confidentielle et que cette étude n'a aucune fin qu'aux buts d'une recherche 
scientifique. D’avance, Merci. Présenté par l'étudiant: AF, SaümAber 

Partie I : L'évidence Physique Ferçu dans cet Service Hôtelier 


1- pour chaque une des questions suivantes. Cochez s.v.p. une seule case : 
-Vous aviez venus à cet hôtel pour la : 1“ Foi{ I 2à3Fois O 

-la durée de votre séjour : 

Moins d’une Semaine | ] une semaine a 2 Semaine s ( ] 


-Le but principal de votre séjour : 

Loisirs ( ) Affaires! 1 


Thérapie Q 


4 Fois ou Plus ("1 
plus de 2 semaines! 1 
Cadre Personnel f 1 


2- Vous aurez fourni par une série des éuoncés concernant les attributs que vous avez perçus de 
V évidence vhx'simie de cet hôtel choisi. Circulez s.v.p. un seul nombre en chaque rang pour montrer 
votre degré d'accord ou désaccord a chaque énoncé que nous vous suggérons, comme ci-dessous : 

- Si vous êtes assez en désaccord à un énoncé, circulez 1 ou 2 (entièrement faux ou plutôt faux) 

- Si vous n’avez pas d’opinion à un énoncé, circulez 3 (ni -faux, ni -vrai) 

- Si vous êtes assez en d’accord à im énoncé, circulez 4 ou 5 (plutôt vrai ou entièrement vrai) 




Attributs 


Cet hôtel est bien propre. 


H y a beaucoup de bruits dans cet hôtel. (-) 


les odeurs dans cet hôtel est agréable. 


Le câline dans la chambre est acceptable. 


La chambre est bien propre. 


Les odeurs sont agréables dans la chambre. 


La température de la chambre est modéiée. 


La chambre est bien aérée. 


H est facile d'accès a la location de cet hôtel. 


Cet hôtel est à proximité des lieux importants. 


La taille de construction de cet hôtel est sraude. 


Il est facile de trouver une place dans parking proche de 
cet hôtel. 


13 La conception architecturale de cet hôtel est attrayante. 


Le plafond à l'intérieur de cet hôtel est en haut. 


L’éclairage de cet hôtel est excellent. 


Carrelage de cet hôtel sont joliment décorés. 


La combinaison des couleurs dans cet hôtel est attrayante 


La décoration de cet hôtel est originale. 


Cet hôtel est encombré par les dessins, artefacts... 


Il y a de la verdure partout dans cet hôtel. 


Cet hôtel est entouré par des belles vues. 


Cet hôtel est bien sécurisée (extincteur, alarme... 


Cet hôtel offres des différents guides (règlements 
internes, instructions de danger...) 


Cet hôtel prend soin de mes bagages. 


U est facile pour se déplacer à l'intérieur d’hôtel. 


Les signaux utilisés de cet hôtel uf aident beaucoup 
précisément à retrouver mon chemin. 


Il y a assez d’espace dans la chambre. 


Le mobilier de cette chambre est en bonne état. 


la chambre est bien rangée. 


Les oreillers et matelas sont confortables. 


La salle de bain de cette chambre est agréable 


Les employés de cet hôtel ont de bonne réception. 


Il y a assez des employés pour me servir dans cet hôtel. 


Je n’ai aucune difficile pour conimumquer avec les 
employés de cet hôtel par ma langue. 


Les employés soignent l’apparence de ses tenues. 


Il y a lui peu de clients à cet hôtel. 


Les vêtements des autres clients sont décents. 


Les clients de cet hôtel ont des bons comportements 
























































































































Partie II : Evaluation Globale du Service Hôtelier 


Comme vous avez fait à précédent, exprimez spontanément votre opinion globale vis-à-vis de cet 
hôtel par rapport à chacun des énoncés ci-dessous. Circulez un seul nombre qui correspond le mieux 
à votre jugement : 



Items 

Pas du 

tout 

d’accord 


2 

rt 

a 

n 


Tout à 
fait 

d’accord 

1 

cet hôtel a comblé mes exigences pour un excellent séjour. 

.7 

-1 

0 

1 

7 

2 

Choisi cet hôtel est de bon choix. 


-1 

0 

1 

2 

3 

On n’a fait pas la bonne décision en venant dans cet 
hôtel. (-) 

-2 

-1 

0 

1 

7 

*+ 

4 

cet hôtel me plait à T ensemble de son service global. 

-2 

-1 

0 

1 

2 

5 

Le séjour dans cet hôtel est une expérience agréable. 

-2 

-1 

0 

1 

2 

6 

P ai parfaitement satisfait à mon expérience de séjourner 

dans cet hôtel. 

_2 

-1 

0 

1 

2 

7 

Je suis déçu de service fournis par cet hôtel. (-) 

-2 

-1 

0 

1 

2 

8 

Je veux rester dans cet hôtel le plus longtemps possible. 

-2 

-1 

0 

1 

2 

9 

Si Je serai revenu au fiitur, je choisirai le séjour à cet hôtel. 

_2 

-1 

0 

1 

2 

10 

Je recommanderai cet hôtel à mes amis. 

_2 

-1 

0 

1 

7 

A* 


Partie EU : VOUS 


Pour terminer, je vous demanderais de me communiquer chaque un des éléments suivants vous 
concernant pour réaliser des traitements statistiques spécifiques à certains traits personnels. 


Sexe : 


Homme f ) 


Femme [ j 


Groupe d’âge : 


Moins de 25 ans □ 
46-55 ans 0 


26-35 ansQ 
56-65 ans 0 


36-45 ans 0 
plus de 6 5 ans [J 


Niveau d'éducation : 

Primaire |~~] Secondaire [ ] 

Nationalité : Algérienne Q 


Universitaire | | Hautes Etudes ( j 
Arabie □ étrangère ! 1 


Revenue mensuel : 


• Pour les A Ig é rie us seulement : 

18001 à 28OOODA0 

Moins de 18000DA^H 

38001à48000DAQ 

48001 à 58000DAQ 


28001 à 38000 DAO 
plus de 58001DA| | 


• Pour les étrangers et les Arabes : 

Moins de 1800 € 0 1801 à 2800 € 0 

3801 à 4800 €Q 4801 à 5800 €0 


2801 à 3800 €0 
plus de 5801 €0 


Je vous remercie pour votre précieuse collaboration . . . 
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Questionnaire 


Deav, Madam , Miss, Sir... 

HELLO, 

Tliis questionnaire is conducted, as part of a Magister Dissertation (MBA) at the 
University of Blida2, about the topic of: The physicai evidence of service and its impact on 
customer’s attitudes — case stua'y oj hotel’s sector in Setf province". Your coopération is 
essential for the realization and the progress of tliis research; I thank you to devote few 
minutes. 

To complété tliis questionnaire, just tick a box for the nearest response to your opinion. 
There are no requixed liâmes as well as no right or wroug answers (this is uot a test), ouly your 
opinion counts. Sonie questions may seem a répétitive or abstracted, hy to answer anyway. 
Finally, be as sure d that your responses will be treated confidentially and tliis study lias no 

purpose but a scientific research . Tlianks in advance... 

Presented bv studenf. A f. Salim Aber 

: r 

^^^^^ar^^erœivedJTiysica^viden^^niu^Hote^^ervic^^^^^ 

1. for each ofthe following questions, piease tick (x) the corresponds one cases : 

You are risiring this hôte! for the : 

l rt Tinie 0 2" d to3 ,d tiuie Q 4® Tiuie or More 0 

Duration of your stay 

Less tlian a week Q] a week to 2 Weeks f ] more than 2 weeks f ] 

Your stay at this hôtel iv ntaiuly for Purpose of: 

Leisurct 1 Business ( | Therapy personal frame □ 

2. You will be provided with a senes of statements about a physicai evidence of this Hôtel. Piease 
circle only one nimber in each row to show how mitch you agréé or disagree with each 
stat entent, as below: 

if you Disagree with a statement, circle either 1 or 2 (entirely FALSE or radier False) 

if you hâve no opinion, circle 3(neither FALSE nor TRUE) 

if you Agréé with a statement, circle 4 or 5 (rather TRUE or entirely TRUE) 



radier 
f aise 


radier 

True 


Entireiy 

True 


Neither, 
n or 


Attributes 


This ho tel is well clean. 


There is a lot of uoise at tliis hôtel. 


Tliere aie pleasant odors at tliis hôtel 


There is an acceptable quietuess at tliis room. 


10 OUI 15 


The odors are pleasant in tliis roorn. 


This roonrs température is modeiated. 


This room is well ventilated 


It is easv to access to tliis hotel's location. 


This hotel’s location is so close to important 


aces 


This hotel's building size is large 


It is easy to fiud a parking near to tliis hôtel. 

The hotel's architectural design is attractive. 

Tliis hotel’s ceiling inside is so high 
This hotel's Liglitening is excellent. 

This hotel's tiles and carpet ai e uicely decorated 


Tliis hotel's combination of colors is attractive 


Tliis hotel’s décoration is original. I’d ne ver seen 


it before. 


Tliis hôtel is full of drawmgs. photos, artifact 


There is a greenery everywhçre m this hôtel 


This hôtel is suiiounded by beantifiil views 


Tliis hôtel is secured (fire extinguisher, alarin 


Tliis hôtel offers different guides (instructions' 


This hôtel takes care of my luggage. 

It is easv to move inside lobbies witliin tliis hôtel. 


The signs used at this hôtel are preeisely helping 


me so much to find my way. 


There is an enough space in this room. 


This room’s furniture are in good condition. 


This room is well tidy. 


The mattresses and pillows are so comfortable 


Tliis room’s bathroom is pleasant. 


Employées ofthis hôtel show a good réception. 


Tliere is no difficulty to converse with the 


employées ofthis hôtel inmy language. 

The employées of tliis hôtel take care of tlieir 
clothes’ appearance. 


Tliere are a few eustomers at tliis hôtel 


The Ciistomers’ clothes at this hôtel aie decent 


Tlie eustomers at tliis hôtel has e good behaviors. 




































































































































Fart II : Global Evaluation of this Hotel s Service 


.-Js you did previous/y, express spontané o us ly your o ver a U opinion toward this hôtel hy veporïmg 
each o/the statements beloiw P/ease. circle on/y one nuniber for each. 




Strongly 

Disagree 


This hôtel is exactly what is needed for excellent s 


The choice to visit this hôtel was a wise 011 e. 


I thinkl did not tlie right decision in visiting t 


I am pleased with the overall service at tliis hôtel 


Staying at tliis hôtel is a delightful expérience. 


I am completely satistîed with staymg expérience 


am fîustrated with services provided at this hôtel 


I will continue staying at tliis hôtel as long time as possible. 


I will choose staying at this hôtel in the future. 


I will recommend tliis hôtel to my fiiends. 



Strongly 

Agréé 


Fart DI : You 


Finally, I ask the followings about you to perform spécifie statishcal treatments to certain personal 
traits. Phase, check(X) one case for each question . 


Gender: 


Male 0 Female [ | 

Under 25 years [ ] 
46-55years [] 


26-35 years 0 
56-65 years 0] 


36-45 years [ ] 
more than 65 years 0| 


Level of Education: 


Primary[ | Secondaiyf ] Academie f~~] Highs Studies0] 


-Nationality: 


Algerian 0| 


Arabian 0J 


Foreigner f ] 


In corne: 

• For Algerians Only: 

Less than 1SOOODA □ 
3S0Û1 to 48001DAQ 

• For Arabians and Foieigns: 

Less than 180 0€ f~j 
3801 to 4801C11 


18001 to 28000DAI 
48001 to 58000DAI 


1801 

4800 


to 2800€ Q 
to 5800€ 0 


28001 to 38000 DA| 
over than 58001DAI 


01 to 3800C Q 
r than 5801€ Q 


Tliank you a lot for your precious collaboration 
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Factor Analysis for the physical Evidence 



Total Variance Explained 


Compone»t 

Initial Eigenv alues 

Extraction Sums of Squared Loadings 

Rotation Sums of Squared 

Loadings 

Total 

% ot Variance 

Cumulative % 

Total 

% of Variance 

Cumulative % 

Total 

% of Variance 

Cumulative % 

1 

14.823 

42.351 

42.351 

14.823 

42.351 

42.351 

7.124 

20.354 

20.354 

2 

2.065 

5.899 

48.250 

2.065 

5.899 

48.250 

5.105 

14.587 

34.941 

3 

1.674 

4.783 

53.033 

1.674 

4.783 

53.033 

3.232 

9.235 

44.177 

4 

1.385 

3.956 

56.990 

1.385 

3.956 

56.990 

2.630 

7.515 

51.692 

5 

1.218 

3.480 

60.470 

1.218 

3.480 

60.470 

2.140 

6.116 

57.808 

6 

1.059 

3.026 

63.496 

1.059 

3.026 

63.496 

1.991 

5.689 

63.496 

7 

.996 

2.846 

66.342 







8 

.885 

2.527 

68.870 







9 

.834 

2.384 

71.253 







10 

.766 

2.189 

73.443 







11 

.686 

1.959 

75.401 







12 

.656 

1.874 

77.276 







13 

.637 

1.819 

79.094 







14 

.626 

1.787 

80.882 







15 

.605 

1.728 

82.610 







16 

.506 

1.446 

84.056 







17 

.481 

1.374 

85.430 







18 

.457 

1.307 

86.737 







19 

.442 

1.264 

88.000 







20 

.436 

1.247 

89.247 







21 

.415 

1.186 

90.433 







22 

.370 

1.057 

91.490 







23 

.361 

1.033 

92.523 







24 

.308 

.880 

93.403 







25 

.292 

835 

94.238 







26 

.278 

.793 

95.031 







27 

.254 

.727 

95.758 







28 

.244 

.697 

96.456 







29 

.238 

.680 

97.136 







30 

.225 

.643 

97.779 







31 

.203 

.579 

98.358 







32 

.188 

.537 

98.895 







33 

.158 

.450 

99.345 







34 

.125 

.357 

99.703 








35 


104 


297 


100.000 
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Extraction Method: Principal Component Analysis. 


Rotated Ccmpcnenl Matrix' 





>onent j 

1 

2 

3 

4 

5 

6 

Room's Cleanâness 

.755 






Room’s Bathrooms 

.726 






Hotel's Température 

.701 






Room's NÆntilation 

.691 






Room's Tidiness 

.683 


.485 




Hotel's Saleté 

.639 






Room’s Fumitures 

.634 


.448 




Hotel's Odors 

.622 






Room's Space 

.612 






Room's Odors 

.605 






Room's Ouite 

.599 






Room's Beds 

.568 






Hotel’s artitacts 


.694 





Hoters Buiding size 


.687 





Hotels décoi 


.655 





Hotel's Ceiling 


.641 





Hotel s architectural conception 


.615 





Hotel's tles and Carpets 


.569 





Hoters Colors 


.567 





Bnployee's dress 

.497 

.515 





Customer’s Behaviors 



.777 




Customers's Oress 



.731 




Hotel's Circulation 



.436 




Hotel's lightning 


.414 

.417 




Hotel's Signs 



.405 




Hotel's Guides 




.703 



Hotel's Carenessofbaggages 




635 



Hotel s Greenery 


.453 


526 



Parking 




.434 



Hotel's outside Mei» 




.407 



Bnplovee's Behauoi 





.658 


Bnployee’s Language 


.432 



.542 


Bnployee's Numbei 

.467 




.486 


Hotel's Location 






.637 

krrportant of Hotel's Location 




.410 


.531 


Eitraclion Method: Principal Component Analysis. 
Rotation Method: Vfcrimaxwith Kaiser Normaization 


a. Rotation converged in 15 itérations. 
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Factor Analysis for customer attitudes 


KMO and Bartlett's Test 


Kaiser-Meyer- Olkin Measure of Sampling Adequacv 

907 

Appro*. Chi-Square 

1713214 

Sartlett's Test of Sphericity Df 

45 

^ 

000 


Communal ities 



riitial 

Extraction 

rhis hôtel is exact y ahat is needed for staying. 

1.000 

574 

The choice to visit this hôtel «as a aise one. 

1.000 

774 

Ithink Idid notthe right decision in visitingthis hôtel 

1.000 

502 

iam pleased aiththe o\erall senice at this hôtel. 

1 .000 

042 

Staying atthis hôtel is a delightiil expérience. 

1 .000 

73B 

1 am completelysabslied aith my staying expérience atthis hôtel 

1.000 

011 

1 am frustrated aith senices provtded atthis hôtel. 

1.000 

533 

laill continue staying atthis hôtel as longtime as possible. 

1.000 

501 

1 a ill stay at this hôtel in the future . 

1.000 

480 

laill recommendthis hôtel to myfiends. 

1.000 

728 


Extraction Method: Principal Component Analysis 
Total Variance Explained 


Component 

ntial Bgenxalues 

Extraction Sums of Squared Loadings 


Total 

% of Variance 

Cumulatif ï 

Total 

% of Vferiance 

— 


1211 



1.211 

>2.107 

>2.107 



i mi 

in 






3290 





4 


5259 













342 

3.423 






310 

3.104 

94023 





237 

2.374 

>0397 





191 

1.912 

>8309 




10 

109 

1.091 

100.000 





Extraction Method: Principal Component Analysis. 
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Comportent Matrix' 




rhechoiceto usitthis hôtel «as a irise one. 

880 

Staying at this hôtel is a delighttil expérience. 

850 

laill recommendthis hôtel to myfiends. 

853 

lam pleased aiththe overall service atthis hôtel. 

801 

I am completel y satistied a ith my stayng expérience atthis hôtel. 

.782 

rhis hôtel is exactly ahat is needed for staying. 

.758 

Ithink Idid notthe right decision in visitingthis hôtel 

.750 

laill continue stayng atthis hôtel as longtàne as possible. 

.740 

am tustrated a ith services provided atthis hôtel. 

.730 

ail) stay atthis hôtel inthe foture. 

.697 


Etfraction Method: Principal Comportent Analysis 

a 1 components extracted. 


a. Only one component was extracted. The solution cannot be rotated. 


ComponerK Score Cc-efficiert Matrix 




rhis hôtel is exactly what is needed for stayng. 

.122 

fhe choice to usitthis hôtel a as a aise one. 

.142 

Ithink Idid notthe right decision in visitingthis hôtel 

.121 

l am pleased a ith the overall service at this hôtel . 

.129 

Staying atthis hôtel is a deliglstil eœerience. 

.138 

am completel y satistied a ith my stayng expérience atthis hôtel 

.126 

am tustrated aith services provided atthis hôtel. 

118 

laill continue staying atthis hôtel as longtérve as possible. 

.121 

1 a ill stay atthis hôtel inthe foture. 

112 

laill recommendthis hôtel to my Inends. 

.137 


Exaction Method: Principal Comportent Analysis. 


Rotation Method: ObJàWn a ith Kaiser Normalization. Component Scores. 
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Model Summary 0 


Model 

R 

R Square 

Adjusted R 

Std. Error of 




Square 

the Estimate 

1 

649 a 

.422 

.419 

.53242 


a. Predictors: (Constant) . Ambiant_MEAN 

b. Dépendent Variable: Attitude_MEAN 


ANOVA a 


Model 

Sum of 

Squares 

df 

Mean Square 

F 

Sig. 

Régression 

49.569 

1 

49.569 

174.868 

,000 b 

1 Residual 

68.032 

240 

.283 



Total 

117 601 

241 





a. Dépendent Variable: Attitude_MEAN 

b. Predictors: (Constant), Ambiant_MEAN 


Coefficients 3 


Model 

Unstandardized Coefficients 

Standardized 

t 

Sig. 

95 0% Confidence Interval for 




Coefficients 



B 


B 

Std. Error 

Beta 



Lower Bound 

Upper Bound 

(Constant) 

-2.455 

.269 


-9.119 

.000 

-2.985 

-1.924 

Ambiant MEAN 

.857 

.065 

.649 

13.224 

.000 

730 

985 


a. Dépendent Variable: Attitude_MEAN 


Residuals Statistics 3 



Minimum 

Maximum 

Mean 

Std. Déviation 

N 

Predicted Value 

-.5259 

1.8314 

1.0760 

.45352 

242 

Residual 

-2.19565 

1.46871 

.00000 

.53131 

242 

Std. Predicted Value 

-3.532 

1.666 

.000 

1.000 

242 

Std. Residual 

-4.124 

2.759 

.000 

998 

242 


a. Dépendent Variable Attitude_MEAN 


Charts 


Hlstogram 

Dépendent Variable: Attitude.MEAN 



Normal P-P Plot of Régression Standardized Resldual 


Dépendent Va 'lab U Attttude_MEAN 



Régression StanOardlïad Resldual 
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Model Summary 0 


Model 

R 

R Square 

Adjusted R 

Square 

Std Error of 

the Estimate 

1 

.682 a 

.465 

463 

.51193 


a. Predictors: (Constant) , HotelDesign_MEAN 

b. Dépendent Variable: Attitude_MEAN 


ANOVA 3 


Model 

Sum of 

Squares 

df 

Mean Square 

F 

Sig. 

Régression 

54.703 

1 

54.703 

208 728 

.000 b 

1 Residual 

62.898 

240 

.262 



Total 

117 601 

241 





a. Dépendent Variable: Attitude_MEAN 

b. Predictors: (Constant), HotelDesign_MEAN 


Coefficients 3 


Model 

Unstandardized 

Standardized 

t 

Sig. 

95.0% Confidence Interval for 


Coefficients 

Coefficients 



B 


B 

Std. tzrror 

Beta 



Lower Bound 

Upper Bound 

(Constant) 

HotelDesiqn MEAN 

-2.301 

.236 


-9.748 

000 

-2.766 

-1.836 

869 

060 

.682 

14 447 

000 

.751 

.987 


a. Dépendent Variable: Attitude_MEAN 


R es id uals Statistics 3 



Minimum 

Maximum 

Mean 

Std. Déviation 

N 

Predicted Value 

-.4180 

2.0442 

1.0760 

.47643 

242 

Residual 

-1 .97863 

1 .54209 

.00000 

.51087 

242 

Std. Predicted Value 

-3.136 

2.032 

.000 

1 .000 

242 

Std. Residual 

-3.865 

3 012 

.000 

.998 

242 


a. Dépendent Variable: Attitude_MEAN 

Charts 


Histogram 

Dépendent Variable. Attitude.MEAN 



Normal P-P Plot o« Régression Standardized Residual 
Dépendent Variable: ABitude.MEAN 



Régression Standardized Residual 


Obsarved Cun Piob 
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Model Summary b 


Model 

R 

R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 

.698 3 

.488 

486 

.50095 


a. Predictors: (Constant). RoomDesign_MEAN 
b Dépendent Variable: Attitude_MEAN 


AN O VA 3 


Model 

Sum of Squares 

df 

Mean Square 

F 

Sig. 

Régression 

57.372 

1 

57.372 

228.617 

000 b 

1 Residual 

60.229 

240 

.251 



Total 

117 601 

241 





a. Dépendent Variable. Attitude_MEAN 

b. Predictors: (Constant) . RoomDesign_MEAN 


Coefficients 3 


Model 

Unstandardized 

Standardized 

t 

Sig. 

95.0% Confidence Interval for 


Coefficients 

Coefficients 






B 

Std. Error 

Beta 



Lower Bound 

Upper Bound 

(Constant) 

R oom Design MEAN 

-1.804 

.681 

193 

.045 

.698 

-9.338 

15.120 

.000 

000 

-2.184 

.592 

-1 423 

.769 


a. Dépendent Variable: Attitude_MEAN 


Residuals Statistics 3 



Minimum 

Maximum 

Mean 

Std. Déviation 

N 

Predicted Value 

-.4420 

1.6004 

1 .0760 

48791 

242 

Residual 

-2.36425 

1 .28886 

.00000 

.49991 

242 

Std. Predicted Value 

-3.111 

1 .075 

.000 

1.000 

242 

Std. Residual 

-4.720 

2.573 

000 

998 

242 


a. Dépendent Variable: Attitude_MEAN 

Charts 


Normal P-f» Plot of Régression SîandarQjzed Reaidual 
Dépendent Variable Attltude.MEAN 



Dépendent Variable. Attltude.MEAN 
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Model Summary b 


Model 

R 

R Square 

Adjusted R 

Square 

Std Error of the 

Estimate 

1 

.714 a 

.510 

.508 

48980 


a. Predictors: (Constant). Social_MEAN 
b Dépendent Variable: Attitude_MEAN 


ANOVA 3 


Model 

Sum of Squares 

df 

Mean Square 

F 

Sig. 

Régression 

60 024 

1 

60.024 

250.201 

000 b 

1 Residual 

57.577 

240 

.240 



Total 

117.601 

241 





a. Dépendent Variable: Attitude_MEAN 
b Predictors: (Constant), Social_MEAN 


Coefficients 3 


Model 

Unstandardized Coefficients 

Standardized 

t 

S«g. 

95.0% Confidence Interval for B 




Coefficients 






B 

Std. Error 

Beta 



Lower Bound 

Upper Bound 

(Constant) 

-2.455 

.225 


-10.889 

.000 

-2.899 

-2.011 

Social MEAN 

884 

.056 

.714 

15.818 

.000 

.774 

.995 


a. Dépendent Variable: Attitude_MEAN 


Residuals Statistics 3 



Minimum 

Maximum 

Mean 

Std Déviation 

N 

Predicted Value 

-.4333 

1 .9672 

1 0760 

49906 

242 

Residual 

-1 .60379 

1 .22255 

00000 

48878 

242 

Std. Predicted Value 

-3.024 

1.786 

.000 

1 000 

242 

Std. Residual 

-3.274 

2.496 

.000 

.998 

242 


a Dépendent Vanable Attitude_MEAN 

Charts 


Normal P-P Plot of Régression Standardlzed Residual 
Dépendent Variable: Attitude.MEAN 



R«(jr***lon Standardisa Rasldual 


Observed Cura Prob 
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< * il *> i(9) J 


Corrélations 


1 


mrnrnm 

HotelDesign_MEAN 

RoomDesign_MEAN 



Attitude_MEAN 

1.000 

.649 

682 

.698 

.714 


Ambiant MEAN 

.649 

1.000 

.732 

815 

.670 

Pearson 

HotelDesign_MEAN 

.682 

.732 

1 000 

744 

.743 

Corrélation 







RoomDesign_MEAN 

.698 

816 

.744 

1 .000 

.743 


Social_MEAN 

.714 

.670 

743 

743 

1.000 


Attitude_MEAN 


000 

000 

000 

.000 


Ambiant_MEAN 

.000 


.000 

.000 

000 

Sig (1- 

HotelDesign_MEAN 

.000 

000 


000 

.000 

tailed) 

RoomDesign_MEAN 

.000 

000 

.000 


000 


Social MEAN 

.000 

.000 

000 

.000 










Mode^ummar^ 


Model 

R 

R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

Durbin- 

Watson 

R Square 

Change 

F 

Change 

dfl 

df2 

Sig. F 

Change 

1 

770 a 

593 

586 

44921 

593 

86.447 

4 

237 

.000 

1.751 


a. Predictors: (Constant). Social_MEAN . AmbiantjVlEAN. HotelDesign_MEAN RoomDesign_MEAN 
b Dépendent Variable: Attitude_MEAN 


AN O VA 3 


Model 

Sum of Squares 

df 

Mean Square 

F 

Sig. 

Régression 

69.777 

4 

17.444 

86.447 

,000 b 

1 Residual 

47.824 

237 

.202 



Total 

117.601 

241 





a. Dépendent Variable Attitude_MEAN 

b Predictors: (Constant). Social_MEAN, Ambiant_MEAN. HotelDesign_MEAN. RoomDesign_MEAN 


Coefficients 3 


Model 

Unstandardized Coefficients 

Standardized 

Coefficients 

t 

Sig. 

95.0% C 

B 

Std. Error 

Beta 

Lower Bc 

(Constant) 

-3 013 

.250 


-12.075 

000 


Ambiant_MEAN 

135 

.100 

.102 

1.346 

180 


1 HotelDesign_MEAN 

.242 

.091 

.190 

2.651 

009 


RoomDesign_MEAN 

.215 

.080 

.221 

2.688 

.008 


Social MEAN 

.423 

.085 

.341 

4.985 

.000 



a. Dépendent Variable: Attitude_MEAN 
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Collinearity Diagnostics 3 


Mode Dimensio 

1 n 

Eigenvalu 

e 

Conditio 

n Index 

Variance Proportions 

(Constant 

> 

Ambiant_MEA 

N 

HotelDesign_MEA 

N 

RoomDesign_MEA 

N 

Social_MEA 

N 

1 

4.970 

1 000 

00 

.00 

.00 

.00 

.00 

2 

015 

18.342 

.63 

.00 

.01 

.13 

01 

1 3 

.007 

27 165 

05 

15 

.13 

.19 

48 

4 

.005 

31.113 

.04 

.03 

.76 

.12 

.38 

5 

.003 

38.919 

.28 

.82 

.10 

.56 

14 


a Dépendent Variable Attitude_MEAN 


Residuals Statistics 3 



Minimum 

Maximum 

Mean 

Std. Déviation 

N 

Predicted Value 

-.5462 

1 .9946 

1 .0760 

.53808 

242 

Std. Predicted Value 

-3.015 

1.707 

000 

1.000 

242 

Standard Error of Predicted 

Value 

.031 

150 

061 

.020 

242 

Adjusted Predicted Value 

-.4988 

1 .9967 

1 .0769 

.53573 

242 

Residual 

-1.95596 

1.25403 

.00000 

44547 

242 

Std. Residual 

-4.354 

2.792 

000 

.992 

242 

Stud. Residual 

-4 406 

2.821 

-.001 

1.005 

242 

Deleted Residual 

-2.00275 

1 .28020 

- 00091 

.45746 

242 

Stud. Deleted Residual 

-4.589 

2.863 

-.002 

1.013 

242 

Mahal. Distance 

122 

25.997 

3.983 

3 689 

242 

Cook's Distance 

.000 

.093 

005 

012 

242 

Centered Leverage Value 

.001 

108 

017 

.015 

242 


a. Dépendent Vanable: Attitude_MEAN 

Charts 


Histogram 

Dépendent Variable: ôttitude_MEAN 



Mm -8# H G 
3d.0er.-B3K 
H *2*2 


Normal P-P Plot of Régression Standardized Residual 
Dépendent Variable: Attltude_MEAN 



Régression Standardized Residual 
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CAâjjül Cil jlÇ^I Cil^_>2k_o ;(10) 


ONEWAY Att it ude_ME AN B Y Gender 

AN O VA 


Attitude ME AN 




Df 


F 

Sig. 

Between Groups 

Within Groups 

Total 

2.046 

115.555 

117.601 

1 

240 

241 

2.046 

.481 

4.250 

.040 

ONEWAY Attitu 

Attitude ME AN 

icle_MEAN BY 

Age 

ANOVA 





Sum of Squares 

Df 

Mean Square 

F 

Sig. 

Between Groups 

Within Groups 

Total 

12.083 

105.518 

117.601 

5 

236 

241 

2.417 

447 

5.405 

.000 

ONEWAY Attitud 

Attitude MEAN 

e_MEAN BY EC 

lucat ior 

ANOVA 

l 




Sum of Squares 

Df 

Mean Square 

F 

Sig. 

Between Groups 

Within Groups 

Total 

1.936 

115.665 

117.601 

3 

238 

241 

.645 

486 

1 .328 

266 

ONEWAY Attitu 

Attitud e_MEAN 

ide_MEAN BY 

Nat iona. 

ANOVA 

Lity 





Df 


F 

Sig. 

Between Groups 

Within Groups 

Total 

2.643 

114.958 

117.601 

2 

239 

241 

1.321 

.481 

2.747 

.066 

ONEWAY Attitu 

Attitude MEAN 

ide_MEAN BY 

Income 

ANOVA 





Sum of Squares 

Df 

Mean Square 

F 

Sig. 

Between Groups 

Within Groups 

Total 

16.329 

101.272 

117.601 

5 

236 

241 

3.266 

.429 

7.610 

.000 
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ONEWAY Att it ude_ME AN BY Visittimes 

ANOVA 


Attitude MEAN 



Sum of Squares 

Df 

Mean Square 

F 

Sig. 

Between Groups 

Within Groups 

Total 

4.851 

112.750 

117.601 

2 

239 

241 

2.426 

472 

5.142 

.007 

ONEWAY Att i tu 

Attitude MEAN 

ide_MEAN BY 

Lengthv. 

ANOVA 

isit 





Df 


F 

Sig. 

Between Groups 

Within Groups 

Total 

.541 

117.060 

117.601 

3 

238 

241 

.180 

.492 

.367 

.777 

ONEWAY Att i tu 

Attitude MEAN 

Lde_MEAN BY 

Purpose 

ANOVA 

of visit 




Sum of Squares 

df 

Mean Square 

F 

Sig. 

Between Groups 

Within Groups 

Total 

10.408 

107.193 

117.601 

3 

238 

241 

3.469 

.450 

7.703 

.000 
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Abstract: 

The P hysic al Evidence of Service and îts Impact on Customer Attitudes 
-Case study of Hotels Sector in Setif Province- 

Customer has difficulties to evaluate services objectively in comparison to 
evaluating goods due to their intangibility Consequently. the p hysic al evidence has 
been considered as the tangible component and the support within the offer of 
services This provides an opportunity for service Erms to send strong signs about îts 
service s level to customers especially the ones related to hôtel services In addition 
hôtel services require intensely a physical evidence that enhances the positive 
customer attitudes. We aimed to test these statements by measunng the impact of 
the physical evidence factors (ambient. hôtels design Room s design Social factors) 
on the customer s attitudes through a study that encompasses a sample of Set-if 
province s hôtels 

Our fmdings hâve shown that there is a significant impact of Physical 
Evidence factors on Customer Attitudes Indeed. ambient factors effects reached 
(42% }. the hôtel s interior and extenor design factors percentage is (46% ) in addition 
to the room s interior design factors that affected by (48% ) last but not least. the 
social factors that had the biggest impact (51%): however the impact of the factors 
stated above altogethei mcreases to (59%). Furthermore the results revealed the 
existence of sigmficant différences amongst customers attitudes due to their 
Personal traits These attitudes differ in ternis of âge gender mcome and times of 
visitation as well as purposes of visitation but they do not differ neither because of 
their éducation al level nationality. nor length of their visitation 

Key words Service Marketing Physical Evidence Customer attitudes. Hôtel 

Sector 



